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Summary of the comments/feedback grouped into key themes /issues in order to discuss and agree any appropriate actions

	Question 	
	Issues
	Action 
	Responsibility  /Timescale

	1. To consider how we deal with your pre-planning application enquiries.
What do you consider we could do better?  


	Costs
· Too expensive/big jump in fees
· Prompt response for paid for service
· Refund fees if timescales are not met
· Free advice by phone

Advice
· Reliability
· Consistency
· Specialist/Technical 

Local Issues
· Repetition of policy
· Information/flag up local political issues

Timescales
· Takes too long
· Things change at application stage

Communication 
· Same officers dealing
	
· Review current prep fees structure and clarity of descriptions 

· Maintain 28 day target and ensure officers discuss pre apps with Team Leaders during case conferences

· Ensure regular case conferences are held 

· Provide general “verbal advice” on policies over the telephone. However it must be explained advice is informal and must be brief - Written advice must be sought when call becomes too detailed  

· Training for officers at Away Day to agree boundaries for verbal advice and expectations for content of response, i.e. information on constraints, policy detail/references. 

· Encourage use of Plain English building on training recently provided
 
· Officer response letter to suggest liaison with TPC’s (or other bodies) where an issues is known/likely 

· Encourage better quality information from applicants – raise issues through annual / quarterly agents meetings 

· Pre app form to be improved as part of Contact 360 Project.  Explore use of the pre-app tab in Uniform 

· Responses to be ‘signed-off’ by principal officers / team leaders unless agreed otherwise 

· Wherever possible the same officer to deal with the pre-app and any subsequent application  
	
Steve Cook – June 17

Managers/Team Leaders


Team Leaders

All



Managers/Team Leaders – June 17


All


All


HOS/Managers/Team Leaders

Project Team


Team Leaders


Managers/Team Leaders






	
Question 
	Issues
	Action 

	Responsibility  /Timescale

	2. To consider how we undertake the validation of your planning applications.
What do you consider we could do better?
	Inconsistency
· Between officers/teams.
· Inconsistency between applications.

Communication
· Mixed feedback – Validation team ask for info that is not needed.
· Validating officers to phone rather than email or write about any issues.
· Not everything brought up at Pre-Application.
· Telephone requests as opposed to formal response.

Flexibility
· On local list requirements



	
· Ensure that any concerns over validated applications are fed back to validation team leader with individual/team training to be provided as/when necessary 

· Validation checklist requirements to be reviewed (to also include service standard approach for verbal communication with agents for minor invalidity) 

· Encourage more telephone contact between validation team and agents 

· Training at away day to cover new validation checklist

· Invalid letter to be revised/simplified so reader can clearly understand requirements 

· Agents to raise validation queries direct with validation team leader as opposed to case officers 

· Planning officer involvement in validation of strategic applications to be phased out.

· Validation team to take on future validation of pre apps, identifying all constraints that will assist officer in responding  

· Explore use of the pre-app tab in Uniform and relation to planning applications

	
Team leaders - Immediately



Steve Cook – June 17



Validation team leader – Immediately
Steve Cook – Dec 17

Steve Cook – June 17






James Chatfield / Validation team leader

HOS/Managers  - Oct 17


Project team – Oct 17






	
	Question 
	Issues
	Action 
	Responsibility  /Timescale

	3. To discuss how we consider/assess your planning application (ie. The consultation process).
What do you consider we could do better?
	Communication
· Balance between detail in reports and justifying decisions to support refusals which may go to appeal
· Provide summaries of key issues
· Consultee responses are standard – need to deliver more appropriate responses to development.
· Communicate consultee  responses early on

Inconsistency
· Inconsistent policy interpretation between East & West.
· Flood risk interpretation
· Changes of opinion between officers and team leaders

Timescales
· Three week consultation – not clear why need to extend when consultees haven’t come back in time.
· Last minute issues/amendments picked up late in the process and amendments asked for last minute before decision due.
· Letters accepted by us from public up to date of committee
	
· Report format streamlined and new template used from January 2017 -  Ensure key issues and reasons for decisions are clear

· Case officer to ensure further dialogue with consultee if they provide a standard response which is not clear

· Encourage applicants to self- serve and follow applications using Public Access and address consultation comments as/when they come in with the case officer.  Case officer will endeavour to provide agents with as much support as required following consultation period in order to address any further objections received

· Single local plan should minimise inconsistencies.  However shifts in government policy will always have an effect on consistent advice and decision making.  Provide topic/policy specific training as and when required

· Where policy issues do emerge, these will be discussed at the three weekly officer de-brief meetings to ensure that common advice is given.

· Senior officers have the right to overrule case officer recommendations where appropriate. However, this should be minimised through regular case conferences 

· Regular case conference meetings between case officer and team leader to discuss workloads including PREP advice

· Service continues to fund professional training/qualifications for officers, and provide in-house training and away days to discuss new policies. Need to ensure more communication with Forward Planning team

· Seek to minimise use of extensions of time. However, where an extension is necessary, case officer to explain why. 

· Case conferences will pick up on last minute issues and determine if further communication required with agent to resolve.

· Consultations and comments from consultees and agent/applicants can be received up until Committee and therefore members of the public need to be afforded the same right.

	
All – Immediately


Case officers – Immediately


Case officer – Immediately





Managers – Immediately




Team leaders  - Ongoing



Team leaders – Immediately



Team leaders – Immediately


HoS/Managers - Immediately




Case officers


Team leader / Case officers











	Question
	Issues
	Action 
	Responsibility  /Timescale

	4. To consider our decision and post decision making process.
What do you consider we could do better?
	Timescales
· More delegation and decisions
· Avoid site visits
· Allow applicant to write summary of their case.
· ERYC discharging of conditions – overly complex assigning different reference nos.
· Pressure on officers to discharge conditions
· Introducing Unilateral undertakings

Training
· Junior officers need to be trained
· Training for area teams required
· Not proactive enough

Fairness
· Slight skewing to the objector when refusal.
· Disjoint between – applicant’s point and objector’s point.
· Provide summaries of key issues for members – concern decisions are made “on the hoof”.
	
· Case officer to speak with Parish Council / Member if call-in is likely to be unnecessary

· Officers cannot always envisage prior to Committee which applications will be deferred for site visits. Planning Committee to continue to consider in advance of Committee

· Review use and number of planning conditions. 

· Examine use of the conditions module in Uniform to better manage discharge of conditions 

· Service continues to fund professional training/qualifications for officers, and provide in-house training and away days to discuss new policies. Need to ensure more communication with Forward Planning team

· Regular case conferences between case officer and team leader 

· Report format streamlined – key issues and reasons for decisions are therefore clearer

· Standard Legal Agreements now included in affordable housing and open space SPD’s and can be used for Unilateral undertakings.

	
Case officers






Project team – June 17

Project team – Oct 17


HoS/Managers - Immediately




Team leaders – Immediately


Case officers - Immediately
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