INVERELL SHIRE COUNCIL

NOTICE OF JOINT COMMITTEE MEETING

4 May, 2017

A Joint Committee Meeting will be held in the Committee Room, Administrative Centre, 144
Otho Street, Inverell on Wednesday, 10 May, 2017, at the conclusion of the Civil &
Environmental Services Committee Meeting.

Your attendance at this Joint Committee Meeting would be appreciated.

P J HENRY PSM

GENERAL MANAGER

AGENDA

1. NSW PLANNING & ENVIRONMENT - DEVELOPMENT ASSESSMENT BEST
PRACTICE GUIDE




Quick Reference Guide

Below is a legend that is common between the:

. Inverell Shire Council Strategic Plan;
. Inverell Shire Council Delivery Plan; and

. Inverell Shire Council Operational Plan.
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ITEM NO: 1. FILE NO: S18.6.11
DESTINATION 3: | An environment that is protected and sustained E
SUBJECT: NSW PLANNING & ENVIRONMENT - DEVELOPMENT ASSESSMENT

BEST PRACTICE GUIDE

PREPARED BY: Chris Faley, Development Planner

SUMMARY:

The NSW Department of Planning and Environment have released the Development Assessment
Best Practice Guide to assist Council to improve delivery timeframes.

The Committee is requested to consider the contents of the Development Assessment Best
Practice Guide.

COMMENTARY:

In March 2017, the NSW Department of Planning and Environment (the Department) released the
Development Assessment Best Practice Guide (the Guide). A copy is included as Appendix 1 (D5-
D36).

The Guide promotes a number of underlying principles to assist Councils to improve development
assessment timeframes. These include:

Pre-lodgement advice services;

Efficient lodgement and processing practices;

Notification procedures commensurate with impacts;

Corporate accountability for assessment timeframes in the form of key performance indicators;
and

5. Delegations that support a consistent, targeted and efficient decision making process.

sON =

General discussion has been provided below on the underlying principles of the Guide.

Pre-lodgement advice services

Council’s Development Services has a strong commitment to assisting applicants in the preparation
of Development Applications by taking an active role in the pre-application process. Since 2006,
Council has offered a free service, providing up-front preliminary town planning advice at the initial
stages of a proposed development.

Council’s investment into this service provides an important step for applicants in the Development
Application process by identifying development issues up-front. This process helps to ensure that
Council receives applications that have better responses to policy and compliance requirements.
This in turn means that Council are in a position to focus on the assessment and determination of a
Development Application once it is lodged, rather than liaising and negotiating with an applicant to
get the application up to the required standard.
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Efficient lodgement and processing practices

Generally, a Development Application lodged with Inverell Shire Council is reviewed by a Council
Planning Officer and formally processed ready for formal planning, engineering and building
assessment within two (2) working days.

In 2015, Council participated in a Business Process Mapping of Council Processes for Lodgement
of Development Applications with the NSW Department of Planning and Environment, which was
subject to a report to the Civil and Environmental Services Committee in November 2015
(Resolution 115/15). A copy of this report has been included as Appendix 2 (D36-D55) for the
information of the Committee.

The following is a summary of the key observations of Inverell Shire Council’s Development
Application Business Process Mapping:

1. Council has a high level of customer focus in their approach with the primary view to
facilitate DA determination as quickly as possible. The result is a fast DA turn around;

2. Council has acknowledged that their biggest risk is 100% accuracy in data entry into
Council’s corporate applications (especially Pathway and TRIM) such as typing errors and
spelling mistakes. The result is that files or correspondence sometimes don’t appear in
search results when looking for information; and

3. Council has a detailed procedure manual covering the entire DA process.

Council’s lodgement and Development Application workflow processes are consistent with the
newly released Development Assessment Best Practice Guide.

Notification procedures commensurate with impacts

Notification of adjoining landowners and/or advertising of Development Applications in Inverell are
determined in accordance with the requirements of Chapter 1 of the Inverell Development Control
Plan 2013 (IDCP).

Council has also developed an internal IDCP checklist to determine those applications which
require notification/advertising and those that do not. Specifically, the checklist takes into
consideration the development type and scale as well as the likely environmental impacts such as
noise, stormwater, traffic, impacts on views and privacy and the relationship of the proposed
development to existing uses on adjoining land.

The applications which are not notified are subject to a “fast track” style assessment process.
Applications which require advertising are subject to a slight delay due to the limited publication of
the Inverell Times on Tuesdays and Fridays only.

Corporate accountability for assessment timeframes in the form of key performance indicators

Each year, the Department releases a Performance Monitoring Report on Development
Assessment Times for all Council’'s in NSW. Inverell Shire Council’'s assessment times are
consistently and significantly better than the NSW average. The outcomes of the Performance
Monitoring Report are formally provided to Council linking it with the outcomes contained in the
Strategic Plan.

To maintain better than average assessment timeframes, Senior Staff have adopted internal
procedures to monitor applications, including Assessment Tracking Lists and weekly “directions”
meetings.

Delegations that support a consistent, targeted and efficient decision making process

The Guide suggests the following in relation to Council Delegations:
General Manager and Planning Staff:

Should determine DAs other than situations such as:
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1) Where there are more than ten objections by way of individual submissions from different
households (note that a petition or pro-forma documents are counted as one objection).

2) The development does not comply with an adopted council policy (including a development
control plan), development standard in a Local Environmental Plan unless, in the
assessment officer’s opinion:

2. Compliance with the policy is unreasonable and unnecessary in the circumstances; and

3. Any variation of a development standard has been addressed in accordance with Clause 4.6 or
any other requirements of the council’s Local Environmental Plan.

3. The development is of Regional or State Significance.

4. Notification in writing has been received by at least three councillors that the DA is required to
be submitted to the elected council for determination. Any such notification should include
reasons or policy position for why the application requires reporting to the council for
determination.

Council determinations:

Council meetings should be held at least twice a month to facilitate more council determinations
within a 40 day period. Prior to the council meeting, the assessment report, recommendation and
draft determination should be reviewed by a senior officer or manager. Assessment material
including architectural plans and supporting information should be made available seven (7) days
prior to the meeting.

In relation to the above recommendations, the following is noted for Inverell Shire Council:

e At present, a single objection to a Development Application (regardless of quality or content),
requires that Development Application be referred to a Civil and Environmental Services
Committee for consideration; and

e The timing of Committee Meetings (i.e. one Committee Meeting a month and no meetings in
December or January) can delay the assessment of a Development Application.

It should also be noted that within the structure of Council’s Civil and Environmental Services
division there is capacity for a high level of review of Development Applications, whereby the
Director Civil and Environmental Services maintains an arms length from the development
assessment process (Development Services Division) and can review development assessment
reports prepared by town planning staff.

The Department considers that the principles, procedures and practices contained in the Guide
should be used to guide the assessment and determination of all local and regional Development
Applications.

The Committee is requested to consider the contents of the Development Assessment Best
Practice Guide.

RELATIONSHIP TO STRATEGIC PLAN, DELIVERY PLAN AND OPERATIONAL PLAN:
Strategy: E.03 Protect, rehabilitate and manage all impacts on the built and natural environment.

Term Achievement: E.03.01 Industrial and residential estate areas designed constructed and
maintained to deliver ecologically sustainable outcomes.

Operational Objective: E.03.01.01 To establish measures and processes to protect the built
environment and safety of the residents of the Shire through both direct control and education.

POLICY IMPLICATIONS:
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Nil

CHIEF FINANCIAL OFFICERS COMMENT:

LEGAL IMPLICATIONS:

Nil

RECOMMENDATION:

A matter for the Committee.
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APPENDIX 2

MINUTES OF THE CIVIL & ENVIRONMENTAL SERVICES COMMITTEE MEETING HELD
IN THE COMMITTEE ROOM, 144 OTHO STREET, INVERELL ON WEDNESDAY, 11
NOVEMBER, 2015, COMMENCING AT 8.30 AM.

SECTION E
INFORMATION REPORTS

1. BUSINESS PROCESS MAPPING OF COUNCIL PROCESSES FOR LODGEMENT
OF DEVELOPMENT APPLICATIONS S18.6.11

RESOLVED (Jones/Harmon) that the items contained in the Information Reports to the
Civil & Environmental Services Committee Meeting held on Wednesday, 11 November,
2015, be received and noted.

ITEM NO: 2. FILE NO: S18.6.11

DESTINATION 1: | Arecognised leader in a broader context R

BUSINESS PROCESS MAPPING OF COUNCIL PROCESSES FOR

SUBJECT: LODGEMENT OF DEVELOPMENT APPLICATIONS

PREPARED BY: Chris Faley, Development Planner

SUMMARY:

Inverell Shire Council participated in a Business Process Mapping of Council Processes for
Lodgement of Development Applications with the NSW Department of Planning and Environment.

The results of this Business Process Mapping are provided to Committee Members for information.
COMMENTARY:

The NSW Department of Planning and Environment (the Department) engaged Capstone Asia
Pacific to review the end-to-end Development Application process for receiving, processing and
determining Development Applications at a wide variety of Councils to inform future strategy of
electronic lodgement as part of the Department’s ePlanning program.

Out of the total 152 Councils in NSW, 15 Council’s, including Inverell Shire Council were selected
to participate in this review.

Council's Manager Development Services and Development Planner met with representatives from
the Department and Capstone Asia Pacific on 6 May, 2015 to discuss Inverell’s approach to the
stages in the Development Application process — investigation, prepare, lodge, assess, withdrawal
and determination.

The following is a summary of the key observations of Inverell Shire Council:

e Council has a high level of customer focus in their approach with the primary view to
facilitate DA determination as quickly as possible. The result is a fast DA turn around;

e Council has acknowledged that their biggest risk is 100% accuracy in data entry into
Council’s corporate applications (especially Pathway and TRIM) such as typos and spelling
mistakes. The result is that files or correspondence sometimes don’t appear in search
results when looking for information; and
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e Council has a detailed procedure manual covering the entire DA process.
The Observation Report on Inverell is included as Appendix 1 (E6 — E10).

In October, 2015, the Department released the final report Business Process Mapping of Council
Processes for Lodgment of Development Applications. A copy this report is included as Appendix
2 (E11 - E23).

A number of recommendations were discussed in the report, including:

Investing in upfront assistance during the Investigate and Prepare stages;

Provide additional services for applicants to investigate their proposed development;
Completeness checks and payment of total fees prior to pre-DA meetings and Lodgement;
Continuity of assigned assessing officers and full recording of pre-DA history;
Completeness checks and payment of total fees at Lodgement;

Electronic copies of application documentation during Lodge;

Online lodgement;

Electronic assessments and documentation;

Mobile devices for off-site access;

Electronic stamping of plans and electronic signatures; and

Electronic issuing of determination results.

Council's Development Services has a strong commitment to assisting applicants in the
preparation of Development Applications by taking an active role in the pre-application process and
offer a free service providing preliminary town planning advice.

An internal review of practices has identified a number of areas which can be improved, including
completeness checks, internal application tracking, file notes and reduction in simple errors (e.g.
typos, etc.). These matters have been discussed with Development Services staff and will continue
to be monitored.

It is clear the future of planning in NSW is electronic, with a number of recommendations focusing
on this aspect. Council has implemented a number of electronic tools in recent years, including
application tracking and electronic housing code. However, the demographics of the Inverell Shire
suggest that transition to a fully electronic system is unlikely in the near future.
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EXECUTIVE SUMMARY

This report provides an analysis and evaluation of the Business Process Mapping (BPM) exercise
undertaken for development applications (DA) lodgement as part of the ePlanning program.
Fifteen councils, of various sizes and including both metro and regional areas participated in a
BPM exercise out of the total 152 Councils in NSW, which represents a 10% sample of the state.

Analysis included mapping the existing process followed by individual councils for the
preparation and submission of a DA and then identifying the key findings, themes and issues
within the process that were observed during the workshops. The DA workshop process was
facilitated by Capstone Asia Pacific (Capstone) representatives with the assistance of
representatives from Department of Planning and Environment (DP&E). Key council staff
members advised on the consecutive stages in the DA process consisting of Investigation,
Prepare, Lodge, Assess, Withdrawal and Determination stage. All BPMs were reviewed by the
councils and DP&E prior to a finalised copy being issued, alongside an observations report that
identified key council issues within the current DA process and opportunities for improvement.

Results of the analysis identified over 170 observations were made during the workshops. We
identified common themes that required similar actions to be addressed. These key themes
revolved around systems, process and people and have been captured and summarised in this
report.

The key outcome of the BPM analysis allowed each council to identify its own areas for
improvement, in addition to common challenges where a potential shared focus or effort may be
beneficial. From these workshops it was identified that some councils lacked the capability to
capture applicant enquiries and DA process information within their systems and lacked the
appropriate training and knowledge sharing facilities on changes to planning legislation. Further
findings have been documented in this report under key findings.

It should be noted that each of the selected councils are strongly committed to such business
improvement and in some cases, had improvement initiatives underway or changes proposed in
these areas. We have noted key actions underway, at a high level in the individual observations
reports issued to council.

This report notes the prospects of the councils are positive moving towards future ePlanning
strategies. There have been best practice methods observed at many councils across all DA
process stages. These have been highlighted in the ‘Better Practice Observations’ section of
report. The major areas of weaknesses requiring further investigation and remedial action by
respective council management were also noted, these areas focused around the Investigation,
Prepare and Lodge stages.

Recommendations discussed include:

e Investing in upfront assistance during the Investigate and Prepare stages

e Provide additional services for applicants to investigate their proposed development

e Completeness checks and payment of total fees prior to pre-DA meetings and Lodgement
e Continuity of assigned assessing officers and full recording of pre-DA history

e Completeness checks and payment of total fees at Lodgement

e Electronic copies of application documentation during Lodge

e Online lodgement

e Electronic assessments and documentation

® Mobile devices for off-site access

e Electronic stamping of plans and electronic signatures
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e Electronic issuing of determination results

1. Introduction

As part of the ePlanning program and future strategy of electronic lodgement 15 councils were
independently selected to conduct a BPM exercise of the current processes for DA lodgement.
Capstone was engaged by the DP&E to conduct process understanding workshops and map the
current state end-to-end process for receiving, processing and determining the DAs for these
councils.

The objective of the BPM exercise was to understand the existing end-to-end DA process at a
wide variety of councils, including both metro and regional areas, as well as councils in various
stages of providing online DA lodgement. This work will form part of the evidence base for the
future strategy of electronic lodgement as part of the ePlanning program.

The finalised business process maps and individual observation reports were delivered to all
councils during May through August 2015.

This document summarises the key findings, themes and issues within the DA lodgement process
that were observed during the course of the workshops and preparation of the BPM’s.

This report also presents the better practices observed during the workshops based on the
findings in the individual council BPM’s. Refer to Appendix 1 for a list of the 15 councils involved.

2. Approach

The objectives of the DA BPM workshops were to:

e Understand and map the existing end-to-end development application process.

e Help council identify potential opportunities to gain further efficiencies within the existing
processes.

The workshops were carried out during a 1 day site visit where relevant council staff provided
guidance on the existing DA process from investigation by the applicant to determination by the
council. DP&E team members also attended the workshops and contributed to the discussions.

Capstone captured the workshop discussions and together with the assistance of the DP&E
mapped the processes for each council involved. The draft process diagrams were given to
council for feedback before being finalised and signed off by the Department and issued to the
relevant council.

After completing the workshops and review of a council’s current DA process, preliminary
observations that council could make to improve the current process were identified and
discussed with workshop participants.
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These workshop observations have been provided to each council as a separate observations
report. The key themes from these observations have been summarised in the Key Findings
section of this report.
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3. Key Findings

There were over 170 observations made during the workshops conducted across the 15 selected
councils. Many of these observations had common themes or require similar actions to address.
Each council underwent a detailed mapping workshop that took the process overview below to
the next level and mapped out each specific steps undertaken by the staff in each of the councils
visited. The themes had drawn out from the workshops highlighted areas where improvements
could be made more broadly across all councils or require similar actions to address. Some
issues were simple observations including the limited knowledge of key toolsets that have been
developed by the Department of Planning as a result of some of the previous work undertaken
for the Electronic Housing Code program that can easily be used as reference tools for DA
enquiries. Others are more complex and impact on the way the existing application systems are
used. Some issues are more subtle such as going fully paperless, the journey can take time and
there is a period where on the surface, there is more involved as both hard copy and softcopy
are required.

We have summarised the key themes that were more prominent across all the councils in the
section below. A table of all the themes that were observed during the workshop and their
frequency across the councils involved has been included in the appendix.

Figure 1: Process based on current NSW Legislation as a reference point.

3.1.1 Capturing applicant enquiries

Councils do not always capture all customer enquiries within their systems. This was due to
councils not having a Customer Relationship Management (CRM) system or council processes that
do not require the enquiries to be recorded unless it was received as a written request.
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It was recommended that councils could consider current procedures and implement the
necessary systems/functionality to capture all customer enquiries. This will enable councils to
perform reporting on these processes for meaningful analysis, to identify any recurring issues or
identify improvement opportunities. This functionality could also be considered for any future
automated DA system.

3.1.2 Capturing additional information for process delays

There are steps in the DA process where additional information or reasons for ‘actions’ are not
recorded, such as reasons why an application that is received via mail is returned or reasons for
'stop the clock', where additional information is required and delays in the DA process are
encountered.

Councils could review current procedures and configure their property system to prompt for a
reason code or additional information in order to complete particular workflow tasks at the
relevant stages. This will enable reporting against these reason codes for further analysis.

3.1.3 DP&E tools not fully utilised

Councils do not always make use of current tools supplied by the department to assist in
gathering information such as planning viewer, EHC, IB etc. There is opportunity to use these tools
more extensively and reduce work loads of customer service staff by directing customers to
these sites.

3.1.4 Council training & knowledge sharing

The workshops highlighted that some planning and development staff require more formal
training in order to ensure that maximum value is being obtained by the property systems (i.e.
making use of all available functionality) and/or further training on changes to planning
legislation. There was also interest from council staff in opportunities for knowledge sharing with
other councils regarding their DA process and systems. The Department operates a Sponsors and
Champions system and this will be reviewed in order to try and assist in meeting this need.
Training and knowledge sharing will enable council to be better equipped and more efficiently
assist customers on their planning enquiries.

3.1.5 Customer service centre configuration and resources

Several council’s customer service centres are not effectively configured to efficiently handle
customer enquiries. A number of potential changes were identified in relation to how the service
counters could be arranged/adijusted or installation of a ‘self-service’ computer to enable
customers to perform their own preliminary investigations. These changes/additions would
enable customer service staff to more efficiently serve customers. Self-service computers with
access to councils planning website and ePlanning tools will encourage customers to be more
self-sufficient, therefore reducing the amount of basic questions that require service staff time
and attention.

3.1.6 Electronic record keeping and automating manual processes

Various councils still use manual records, spreadsheets and hard copy assessment/working files.
Some councils do not have an Electronic Document Management (EDM) system and other councils
maintain both hard copies of application documents as well as electronic files. Most councils that
took part are planning fo move to electronic record keeping or implementing certain automation
to eliminate manual processes (such as electronic assessment modules). These will enable
application documents or information exchanged between the customer and council to be more
efficiently and effectively recorded and maintained. Council field assessment staff could also
minimise the need to print and file hard copies used during the assessment process if the
information was available to them on mobile devices.
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3.1.7 Legislation driven challenges

There are some legislation driven processes or requirements that councils find challenging to
work with in the DA process. Typical examples include a lack of clarity around the exact
document requirements, owners consent signatures, requirement to keep hard copy files (and
number of copies) and fees (see below).

DP&E involvement is required to review the impacted legislative areas for opportunities to
streamline and increase clarity of the legislation to improve the effectiveness of DA assessment
outcomes.

3.1.8 Fees

The calculation of DA fees to charge applicants are largely legislated and driven by the cost of
works reported by applicants and this can sometimes be inaccurate. This causes issues and
delays in the DA lodgement and assessment process, particularly where council identifies that the
cost of works is unrealistic and the applicant is required to subsequently correct the amount
reported. Some councils put in place additional steps in the DA process to verify the cost of
works for reasonableness.

Another challenge is the referral process and the need for council to collect certain fees on
behalf of the referral agency. Many referral agencies require a manual cheque to be drawn
for the remittance of fees collected, this process is inefficient. DP&E involvement is required to
review the impacted legislative areas for opportunities to streamline and increase clarity of the
legislation to improve the effectiveness of DA assessment outcomes.

3.1.9 Public awareness and education

It was suggested during various workshops that the number and nature of customer enquiries
and complaints received by councils may indicate that the general public lack understanding of
various aspects of the DA process. Councils would benefit from establishing more formal
awareness and education programs to address the knowledge gaps in the public domain, as
well as ongoing plans to ensure any changes are communicated or refreshed.

3.1.10 Referrals & other decision making bodies

Throughout the Prepare, Lodge and Assessment stages of the DA process, various external
referring agencies may be engaged to provide their review and assessment of a DA. There are
inefficiencies in the referral process leading to delays in the DA determination. There are
inconsistencies between agencies in relation to referral requests, documentation requirements
and the method of remittance for fees collected by council on behalf of referrals. For some
councils the timeliness of referral responses or JRPP review take a long time resulting in
significant delays in the determination period of the DA. These challenges impact the efficiency
and overall assessment times which are often perceived as council delays. DP&E involvement in
streamlining, making consistent referral processes and timeliness of responses would assist council
improve their assessment process timelines. Consideration could also be given to publishing the
performance of the various agencies, in the same way that Local Development Performance
Monitoring (LDPM) data is published.

3.1.11 Resourcing and staff allocations

A common challenge across most councils is the adequacy and appropriate allocation of scarce
staff resources, particularly the duty planner or assessment officers. Assessment officers are
often required to attend to customer service enquiries due to insufficient planning knowledge at
customer service. Other councils have limited or inexperienced staff allocated to the upfront
review of application documents during the lodgement process resulting in applications that are
lodged with missing information or the quality of documentation is poor. This also has an adverse
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impact on downstream processes such as registration of application documents at records
management or the assessment process.

Councils could review their allocation and resourcing of key steps within the DA process to
enable more effective use of staff time and improve process efficiencies. This may involve
additional training for certain staff levels to alleviate the pressure of more experienced
assessment officers. In addition the streamlining and automation of processes, where possible, as
well as improvements to customer self-service, would help to relieve pressure on existing
resources.

3.1.12 Review Process or Procedures

A number of process steps and related procedures throughout the DA process were identified
for improvement by council staff during the workshop. This included website information that was
either missing or out of date. Councils could conduct periodic process reviews to identify any
necessary updates to procedures or the website. Relevant systems reporting of process statistics
or common issues could assist council identify opportunities to improve the process.

3.1.13 Systems Configuration/Integration of existing systems

Many councils identified the need to improve the current configuration or integration of their
Property Information System (PIS), Geographic Information System (GIS) or Document
Management Systems (DMS) to remove double handling/duplication, reduce manual data entry
and utilise workflows. Examples include enabling interfacing between the PIS and GIS which, in
some circumstances, does not automatically update from one system to the other; ensuring that
property systems are configured to provide online alerts; systems enhancement to enable the
generation of standardised templates for letters and reports used by assessment officers; or
increasing the use of current workflow systems to drive consistency and minimise human error.
These system improvements may require council’s information technology department or
engagement of the software vendors. Some councils have already put actions in place to initiate
these system improvements.

3.1.14 Implementing new systems or modules

Many councils identified the need for a new property or document management system, or
implementing new modules/functionality to address current inefficiencies in the DA process. This
is due to the current PIS not being able to integrate with other corporate systems, poor
speed/performance or lack functionality leading to manual workarounds being in place. These
councils would benefit from receiving support and knowledge from other councils who may have
experience in implementing the systems or functionality in question. DP&E could also provide
valuable input to assist these councils so that any investments in new systems/functionality can be
made in line with future requirements/integration of the DA online system and wider ePlanning
Program.

3.1.15 DP&E consideration for scope and costs of DA On-Line Project

Councils commonly provide the ability for applicants to submit a combined DA and Constructions
Certificate (DA/CC) applications as there is common information required for both types of
applications. However, the current scope of DP&Es DA online project does not include CCs. DP&E
should consider broadening the scope of the on-line project and canvas further feedback from
councils to enable all relevant and related council processes to be considered. Councils were
also concerned about their ability to meet the costs involved with any required changes to align
with the new DA on-line system and process. DP&E should consider the costs for councils to be
involved.
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This section outlines better practices observed during the workshops grouped by DA process
stage. This information is intended to assist councils looking to improve their 'as is' state in the

related processes.

3.2.1 Investigate

>

Invest in upfront assistance during the Investigate and Prepare stages. Some councils
dedicate more time during the Investigate and Prepare stages of the DA process to assist
applicants to better understand the DA process, the documentation requirements and the
quality of the application. This involves focusing experienced planning staff to address
customer enquiries and /or offering informal pre-DA discussions. Councils that provide this
additional assistance upfront have experienced significant improvements in the quality of
applications received and in turn reduced the amount of time taken to follow up information
during the Lodgement and Assessment stages.

Provide additional services for applicants to investigate their proposed development.
Some councils offer applicants formal discussions via ‘Minor DA’ meetings for small less
complex developments or ‘concept’ meetings for more complex development types. In these
meetings experienced planning staff review and discuss proposed development concepts or
preliminary plans and provide applicants with council’s preliminary advice in writing.
Councils that provide these additional services have found that they have improved customer
satisfaction and planning outcomes.

3.2.2 Prepare

>

Completeness checks and payment of total fees prior to pre-DA meetings. Some councils
have a strict requirement for any relevant information to the proposal, including draft
documents and fees, to be complete and paid prior to conducting the pre-DA meeting. This
enables council to ensure that attendees at the pre-DA meeting are fully informed and
prepared prior to the meetings and there is effective use of meeting time.

Continuity of assigned assessing officers and full recording of Pre-DA history. Some
councils ensure the same assessing officer, where possible, is assigned to the pre-DA meeting
and the subsequent assessment once the DA is lodged. These councils also record the pre-DA
in their property system as a separate document type and link this information to the
subsequent lodgement record. The benefit of this is that councils and the applicant have
continuity and ability to follow through the history of the application. The assessment process
is also more efficient as the assessor has a better knowledge of the DA as they were
previously involved and the history of the application is available within /councils systems.

3.2.3 Lodge

>

Completeness checks and payment of total fees at Lodgement. Some councils have a strict
process at lodgement to ensure that information is adequate and complete prior to
accepting the application and ‘lodging’ into the property system. There are also
requirements to ensure all fees are paid up-front. These councils benefit from this investment
in time upfront as there is reduced need for follow up on information and fees once the
application is lodged.

Electronic copies of application documentation. Some councils require electronic copies of
applicant documents and plans to be provided on USB or CD at Lodgement. This enables
council to save time in the registration process as they do not need to scan hard copies of the
application documents. Councils can also provide electronic stamping of plans directly on the
soft copy plans.

Online Lodgement. Some councils provide applicants the ability to lodge their entire
application and payment of fees online. Applications lodged online are automatically
updated to council’s property system eliminating the need for council staff to perform the
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lodgement step. The associated application documents and supporting plans are
automatically sent from the online system to councils Document Management System. Councils
that provide online lodgement benefit from time saved at the lodgement step as customer
service staff do not need to be involved in the process. Council also benefits from having all
application documents in an electronic form reducing the need to register and scan hard
copy submissions.

3.2.4 Assess

>

Electronic assessments and documentation. Some councils utilise assessment tools to
facilitate the assessment process and provide assessment officers an automated checklist
against relevant planning controls. These tools have workflows to guide the various steps in
the assessment process such as site visits, notifications and submissions, referrals and
assessment review and approvals. These tools also provide a central location for all
documentation related to the assessment process and provide integration to the property
and document management systems. Councils that utilise these tools have benefited from
increased efficiency in carrying out DA assessments and consistency in the documentation of
assessment results.

Mobile devices for off-site access. Some councils provide their assessment officers with
iPads equipped with software to access the DA plans. Officers can carry out their assessment
during site visits and upload photos taken during the site inspection. This has enabled councils
to improve the efficiency of site visits and timeliness of documenting inspection results.

3.2.5 Determine

>

Electronic stamping of plans and electronic signatures. Some councils have implemented
tools to electronically stamp approved plans and enable the delegated authority to
electronically apply their signature on determination letters. These councils have streamlined
the determination process steps by eliminating the need for hard copy plans for stamping
and the printing of letters for signing, as well as eliminating the need to re-scan stamped
plans and signed letters for record retention. It has direct cost benefits in terms of reduced
printing as well as indirect costs in staff time.

Electronic issuing of determination results. Some councils issue their determination
documentation package via email and do not send hard copies. This practice is efficient and
timely as once the application is determined, an email can be sent to the applicant with the
relevant documentation attached. This also eliminates manual processes such as printing hard
copy determination letters and stamping hard copy plans for issue to the applicant. It has direct
cost benefits in terms of postage as well as indirect costs in staff time.
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APPENDIX T - PARTICIPANTS

The following table shows the 15 councils that participated in the DA BPM exercise and also
provides names of the Capstone staff who facilitated the workshops and DP&E staff who

attended.
Councils BPM workshop date
City of Botany Bay Council 15-Apr 2015
Lithgow City Council 17-Apr 2015
Willoughby City Council 21-Apr 2015
Sutherland Shire Council 21-Apr 2015
Muswellbrook Shire Council 28-Apr 2015
Rockdale City Council 29-Apr2015
Coffs Harbour City Council 4-May 2015
Inverell Shire Council 6-May 2015
City of Canada Bay Council 6-May 2015
Liverpool Plains Shire Council 8-May 2015
Berrigan Shire Council 12-May 2015
Murray Shire Council 13-May 2015
The Hills Shire Council 13-May 2015
Shoalhaven City Council 21-May 2015
Lake Macquarie city Council 10-Jun2015
Capstone Staff Title

Andrew Little

Managing Director

Mandy Tran

Senior Manager

Syamala Murigiah

Consultant

Isabelle Soh

Senior Manager

DP&E Staff

Title

Eamon Leneghan

Executive Director, eBusiness

Clare Huxley

ePlanning Business Applications Manager

Gordon Bradford

Team Leader, Innovation

Jacinta Taylor

Business Process Analyst

Michael Lucchitti

Senior Project Officer

Nicholas Williams

Digital Liaison Officer

Lisa Roberts

Team Leader, Implementation
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APPENDIX 2 — THEMES SUMMARY TABLE

This table lists the key themes that were observed during the workshop and their frequency
across the councils involved.

Theme Frequency

Review Process or Procedures 60
Electronic record keeping and automating manual processes 28
Systems Configuration/Integration of existing systems 22
DP&E tools not fully utilised 15
Public awareness and education 13
Implementing new systems or modules 12
Council training & knowledge sharing 10
Capturing applicant enquiries 8
Referrals & other decision making bodies 8
Customer service centre configuration and resources 5
DP&E consideration for scope and costs of DA On-Line Project 3
Resourcing and staff allocations 3
Capturing information regarding DA process delays 2
Fees 2
Legislation driven challenges 2




