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‘Really Useful’ Event – Agenda 

10.00 Registration & Morning refreshments

10.30 Welcome to Kirklees - Simon Taylor
10.35 The Portal’s Links Guide & Resources - Scott Alford
11.00 Shropshire Council’s Project WIP - Louise Tierney
11.25 Kirklees Council – Introduction of a ‘Paperless’ Planning Office

- Linda Beckett
11.50 Refreshment break

12.00 SOCITM Local Authority Website Take-up Service - Helen Williams

13.00 Lunch

13.45 Technophobia – Improving customer-facing websites workshop
Followed by group feedback - Saul Cozens

14.45 Q&A opportunity - What will you change as a result of today?
15.00 Summary & Close



The Planning Portal Links Guide & Resources

Agenda

• Working with LPAs on the ‘Channel Shift’ of Service Delivery 
- What we can do to help 
- Improving access to Planning Information 
- Useful ‘Hints & Tips’

• Smarter Planning Schemes for LPAs and Agents 
- The schemes criteria 
- Sharing best practice

• Forward thinking…



Why is it important…
• LPAs and Planning Professionals are under increased pressure from financial 
constraints & achieving VFM 
- Leading to reduced budgets/resources - having to do more with less 
- Less money for everyone = less/slower development

What do we know…
• LPAs more aware of service provision costs following Fees benchmarking 
exercise (est. 25% gap between fee income & Dept costs!)
• Digital channels save money: 
Web: £0.15, Phone: £2.83, F2F: £8.62

Source: Socitm Channel Value Benchmarking 2012 

Channel Shift of Planning Service Provision



• Key Driver is Govt’s Digital by Default Agenda

• UK No.1 website for planning and building control 
Planning Portal commitment – 80% applications online by 2015

• The Planning Portal is the UK Government's online planning and building 
regulations resource for England and Wales.

Key Planning Portal stats… 
900,000 visits each month resulting in 10,000,000 page views 
c. 65% of applications submitted online!
One-stop-shop for Planning & Building information and guidance
• PD tools are very popular with citizens, professionals & LPAs
• Recent improvements to 1APP application service
• Delivery focussed on what are customers wanted

What can we do to help?



Recent review of LPA websites by SOCITM ‘Better Connected 2012’ 
Focussed on planning applications and how to ‘sign-post’ services for ease of use 
How can we help… Planning Portal links guide - Best Practice advice for LPAs 

Benefits of linking to Planning Portal content 
• It’s free 
• Saves time dealing with planning enquiries 
• Saves time updating your website or developing new 

content 
• Improves the quality of planning applications
• Links can be customised to meet your local needs 

Interactive tools include: 
• Interactive House and Terraced House
• Interactive mini-guides covering conservatories, 

extensions, outbuildings, porches and loft conversions
• Buy a Plan Service helping to eliminate the most 

common reason for planning applications being invalid 
• Fee Calculator – helping applicants find out how much an application will cost

Channel shift – easy access to information



Embed the Interactive House into your web pages!



Swindon BC use house to explain Householder LDO



New ‘Apply’ homepage…



• C  heck your ‘Apply online’ link to the Portal

• Link to ‘Buy a Plan’ service for mandatory plans 

• Add benefits of online submission to show a preference and 
encourage ‘channel shift’ by users!

• Promote online submission & other e-Planning services (i.e. 
online planning register) in all correspondence

• Hide links to paper forms (Coming soon - merger of ALD/Owner certs!)

Useful Hints and Tips

• Review what payment options you can support – esp. online/telephone 





Smarter Planning schemes for LPAs and Agents

The ‘Smarter Planning’ aim is to remove a ‘them and us’ culture to build a 
community of best practice, promoting growth through a more efficient means 
of submitting planning applications.

Becoming a ‘Smarter Planning Champion’ will demonstrate the adoption of online and 
electronic ways of working by meeting agreed best practice criteria.

The ‘Smarter Planning Champion’ pledge delivers benefits in three key ways:
• The Planning Portal is an enabling tool for individuals, neighbourhoods and businesses 
to make better and more sustainable places

• The Planning Portal’s services for creating and submitting online planning applications 
are proven to save applicants and local authorities time and money

• Using the Planning Portal and the online channel results 
in significant carbon savings and a greener planning system



Smarter Planning schemes for LPAs and Agents

The ‘Smarter Planning’ aim is to remove a ‘them and us’ culture to build a 
community of best practice, promoting growth through a more efficient means 
of submitting planning applications.

Launched on 23rd October 2012 and so far:

• 240 Planning Professionals and Agents have registered their interest! 
148 Champions, 10 surveys reviewed & 82 awaiting review

• 84 LPAs have completed a survey to join! 
20 Champions, 60 surveys reviewed & 4 awaiting review 



LPA ‘Smarter Planning’ Take-up – 31 Jan 13

Green  = Champion 
Yellow = Survey reviewed
Red     = Survey awaiting review



Smarter Planning scheme for LPAs

Criteria checklist

• Promote Online Submission

• Display Local application requirements 

• Advise online as your preference

• Participate in a Joint communications campaign

• Introduce greater electronic working 

• Support e-consultation

• Monitor activities on the growth of applications

• Aim for >70% of applications online. 



Smarter Planning scheme for Agents

Criteria checklist

• Submit all applications online 

• Setup an agent admin account (if applicable)

• Always review LPA local application requirements

• Correctly annotate plans and drawings i.e. scale bar, North 

• Submit A3 plans, where possible inc. paper size 

• Keep file sizes below 5MB

• Name attachments to explain content of the document

• Pay online, where possible

• Declared application numbers are met over an agreed period

• Discuss submission at Pre-App meeting for Majors  



Creating a Community of Best Practice to utilise technology, 
reduce costs and facilitate ‘Channel Shift’

Increased home & remote 
working initiatives

Planner @ Home

360 degree video 
streaming - with real- 
time end-user control

Webcast/Virtual academy – 
removing the barriers to e- 

democracy/learning

http://3.bp.blogspot.com/-nTGCEnJsLNY/TZrycQLqvKI/AAAAAAAAAAU/S7KA--fvyVc/s1600/1.jpg


The ‘paperless’ office…



Forward thinking...

Smart Planning introduces best practice standards for the submission and 
determination of applications (& LPA Agent Accreditation schemes) 
- Does meeting key standards = higher quality applications easier/quicker to 
register, validate & determine?

What new technologies are Agents using?

- Building information modelling (Sarah Beeny/Grand Designs). Do 
you think this will be used more in the future?

LPAs and Planning Professionals are under increased pressure from 
financial constraints & achieving VFM

Reduction and consolidation of asset (office) space is a key driver for 
change, what new ways or working are being introduced?

- Hot-desking, increased remote/mobile working (can you get access to 
planning systems, do you have dual screens for online working?)

- QR codes on site notices (Portsmouth, Chelmsford and East Devon)



Scott Alford
Head of LPA Engagement
e: scott.alford@planningportal.gsi.gov.uk
m: 07771 566973

www.planningportal.gov.uk

Stay in touch with the Planning Portal via our Director’s blog
Google ‘Portal Director’ and join our online community! 

Allen Camm 
Account Manager
e: allen.camm@planningportal.gsi.gov.uk
m: 07766 422469

mailto:scott.alford@planningportal.gsi.gov.uk
http://www.planningportal.gov.uk/
http://portaldirector.wordpress.com/
mailto:allen.camm@planningportal.gsi.gov.uk


@projectwip

Project WIP

new.shropshire.gov.uk 
User Experience

@projectwip



@projectwip@projectwip

My name’s 
Louise Tierney



@projectwip@projectwip

I work with 
these guys



@projectwip@projectwip

Dale
@dale_shepher 

d

Sophie

Lewis
Me

CJ@SophieEwanR

@lewismoorcroft

@myfavouritecake

shropshire.gov.uk/projectwip



@projectwip

Tweet @projectwip your 
questions for live answers 
from the guys back at the 

office.

@projectwip



@projectwip@projectwip



@projectwip@projectwip



@projectwip@projectwip



@projectwip@projectwip

The Uglier...



@projectwip

We took matters into our own hands!

@projectwip



@projectwip@projectwip

We didn’t want to put lipstick on a pig



@projectwip@projectwip

We wanted



@projectwip

RESEARCH

@projectwip



@projectwip

UNDERSTAND 
our customers fully

@projectwip



@projectwip@projectwip

“ I think there is a 
world market for 
maybe five 
computers.”
-- Thomas Watson, chairman 

of IBM, 1943.



@projectwip@projectwip



@projectwip

We’re a Council ,not 
Amazon, people do not 

shop around.

@projectwip



@projectwip@projectwip

Whole Council
7,939,666 pageviews

Planning
164,825 page views

3rd most popular area on the 
website
(over 12 months)



@projectwip@projectwip

We need to give them
– Frequently asked questions 
– Planning applications
– How the planning process works
– Signposting to the right place



@projectwip

Sitemaps

@projectwip



@projectwip@projectwip

Workshops



@projectwip

Wireframes

@projectwip



@projectwip

Page templates

@projectwip



@projectwip@projectwip

From this



@projectwip@projectwip



@projectwip@projectwip

To this



@projectwip

Design

@projectwip



@projectwip@projectwip



@projectwip@projectwip



@projectwip@projectwip



@projectwip

Responsive design



@projectwip@projectwip

It wasn’t always easy



@projectwip@projectwip

Sometimes it was



@projectwip@projectwip



@projectwip@projectwip



@projectwip@projectwip

Process



@projectwip@projectwip

Design for the USER
not the service area



@projectwip@projectwip

Or at least try.



@projectwip@projectwip

Dale
@dale_shepher 

d

Sophie

Lewis
Me

CJ@SophieEwanR

@lewismoorcroft

@myfavouritecake

shropshire.gov.uk/projectwip



@projectwip

Credits
• http://www.flickr.com/photos/pahudson/6819454104/

 

-

 

33/366 Sherlock Holmes–

 

Paul Hudson
• http://www.flickr.com/photos/21560098@N06/4505523496/sizes/m/in/photostream/  Nina Matthews A dream you 

dream alone is only a dream .A dream you dream together is reality
• http://www.flickr.com/photos/s2ublack/6823238551/

 

He Just Couldn't Take It Any More
• – Stewart Black)
• http://www.flickr.com/photos/puuikibeach/7063564991/

 

100/365 -

 

Stuck In a Rut
• puuikibeach's
• http://timothyandersonart-illustration.blogspot.co.uk/

 

-

 

The Good The Bad & The Ugly
• http://www.flickr.com/photos/29224712@N08/4436827429/

 

Ideas never run out  -

 

adihrespati
• http://creativecommons.org/licenses/by/2.0/

 

-

 

Creative commons licence
• http://creativecommons.org/licenses/by/2.0/deed.en_GB

 

creative commons licence

@projectwip

http://www.flickr.com/photos/pahudson/6819454104/
http://www.flickr.com/photos/s2ublack/6823238551/
http://www.flickr.com/photos/puuikibeach/7063564991/
http://timothyandersonart-illustration.blogspot.co.uk/
http://www.flickr.com/photos/29224712@N08/4436827429/
http://creativecommons.org/licenses/by/2.0/
http://creativecommons.org/licenses/by/2.0/deed.en_GB


Going Paperless  

Linda BeckettLinda Beckett
DM Team LeaderDM Team Leader



Familiar ?



The Journey 

Where we started

Where we are now 

How we have got there

Where are we going



2010
Service Support, IT Team & Plans Processing Teams
Development Management Teams
3 weeks to validate an application
Application folders 
Average of 47.9% of  planning applications submitted via the 

Planning Portal

Where we started



Where we are now 

2012
Development Management & Business Support Team
Centralised IT
3 to 5 days to validate an application 
Average of 57% of applications submitted via the 

Planning Portal
Smarter Planning Champions



One step forwards and two steps 
back? 



How we have got there

Restructures 
DM ‘dog’

 
wagging the IT & and Business Support tail !

PIG –
 

refining & developing IT & processes 
Investment in IT 
Working with key consultees
Enforced use of ‘Anite’
Website



Retrieval of Files
Constant review
Empowerment  
Swift 
Parish, Town Councils & Agents Forums
Training
Support from Planning Portal 
Culture change 



Where are we going 

•
 

Targeting ‘key’
 

agents 
•

 
Filing & back scanning

•
 

Electronic storage capacity 
•

 
Electronic decision notices 

•
 

Electronic ‘work-flow’
•

 
Business case for additional resources



Any questions ?



16 October Planning Portal event Bristol

Object to planning application

Helen Williams
Better connected reviewer



16 October Planning Portal event Bristol

‘Customer top tasks’ – 
local government 
websites fit for the 
purpose



13 February Planning Portal event Huddersfield

Customer top tasks
We believe that people come to council websites to find a 
piece of information or complete a transaction. In other words, 
they come to complete a task.

The website should be designed around this need.  It should 
be easy and quick to do.

From the organisation’s viewpoint, it needs to know what the
most frequently used tasks are and design the site to respond
to these tasks, which we call top tasks.

Better connected 2012

13 February Planning Portal event Huddersfield 73



13 February Planning Portal event Huddersfield

Customer journey for top tasks
• Dispose of old bed
• Find out opening times for council tip
• Reserve library book
• Apply for  council job 
• Find opening times for local swimming 

pool 
• Find out about free nursery places
• Object to planning application
• Find out how to apply for housing
• Apply for older person's bus pass
• Pay parking fine
• Find out about getting help at home 
• Report pothole
• Find help in starting new business
• Find out about my councillor

For each task

• Ease of finding (eg arrival 
from Google, use of  
search, A to Z,  
information architecture 
and 
landing pages)

• Ease of completing 
(step-by-step customer 
journey)

13 February Planning Portal event Huddersfield 74



13 February Planning Portal event HuddersfieldPlanning Portal event Bristol

Success of each task
Task Standard Recommended

1 Pay parking fine 72% 36%
2 Find out opening times for council 64% 25%
3 Find out how to apply for housing 68% 20%
4 Find out about getting help at home 47% 19%
5 Find help in starting new business 41% 19%
6 Reserve a library book 53% 16%
7 Report pothole  40% 16%
8    Dispose of old bed 34% 16%
9    Apply for a council job 58% 15%
10  Find opening times for local swimming pool 48% 15%
11  Find out about free nursery places 34% 15%
12  Apply for older person's bus pass 64% 12%
13  Object to planning application 32% 12%
14 Find out about my councillor 47% 7%

7516 October



13 February Planning Portal event HuddersfieldPlanning Portal event Huddersfield

Tasks re planning applications

• Problem lies in software that is not very 
usable for general public

• Or has been poorly integrated

• Or is a mixture of both

7613 February



16 
October Planning Portal event Bristol

New era symbolised by launch of GDS 
• Focus on meeting user needs (not building 

websites!) 

• Be obsessed with user feedback and constant
user testing

• Prioritise common case (not the exception)

• Achieve consistent user experience for all parts of 
online government

7777



16 
October Planning Portal event Bristol

Highlights from Website take-up 
service

Results from 2011 

Planning Portal event Huddersfield 78



13 February Planning Portal event Huddersfield

Q3 What was the main service area that 
you were interested in today

79



13 February Planning Portal event Huddersfield

Q5 Did you find what you were looking for today?

80



13 February Planning Portal event Huddersfield

Visit failure by service
Libraries 13.07 
Events information 14.24 
Council tax 14.90 
Leisure facilities 15.13 
Rubbish and recycling 16.04
Schools/youth 16.37 
Environmental health 18.97 
Council business 19.44 
Job vacancies 20.04
Business 20.28 

Social care 20.47 
Health 21.56 
Adult/further education        21.73
Highways 22.11 
Transport and buses           22.39 
Electoral register 23.65
Housing 23.93
Parking 24.29 
Planning 30.40 
Family history 32.72 

81



13 February Planning Portal event Huddersfield

Visit failure by frequency of visit 
(Planning)
Daily 20.0%
Several times in month 29.2%
Monthly 26.0%
Every few months 23.9%
Very rarely 33.9%
First time visitor 38.7%

Source: Feb/Mar 2012

82



13 February Planning Portal event Huddersfield

The planning task

• Object to a planning application: 18 
questions

• Routes - can I get to the right page 
via Google, site search, navigational 
tree, A-Z etc.

• Quality of information - do I have all 
the relevant information to make an 
objection

83



13 February Planning Portal event Huddersfield

Process of commenting

84

• Signposting to view application online
• Signposting to online comment form
• Guidance on what may be taken into 

consideration
• What will happen to your comments: 

next steps and warnings



13 February Planning Portal event Huddersfield

Planning system questions
• Q96 Is a link provided for viewing all current applications?
• Q97 When viewing a current application, am I informed that I can 

comment on it?
• Q98 When viewing a current application and preparing to submit 

comments, is guidance provided about permitted grounds for 
objection to an application?

• Q99 Is it clear that any comments I submit will be published, along 
with my name, and available for inspection by any interested 
party?

• Q100 Is it clear how I might obtain assistance if required
• Q102 Was a useful map presented to me during the completion of 

this task? 
• Q103 Were all the relevant pieces of information linked together to 

make a smooth, coherent journey?
85



13 February Planning Portal event Huddersfield

Planning software performance

86



13 February Planning Portal event Huddersfield

Councils using Fastweb

87

• Craven DC
• Eastleigh BC
• Eden DC
• Harlow DC
• Mansfield DC
• Neath Port Talbot CBC
• North Devon DC
• Rugby BC
• South Lakeland DC
• LB Sutton
• Welwyn Hatfield DC
• Wyre Forest DC



13 February Planning Portal event Huddersfield

Q96 Is a link provided for viewing all current 
applications?

88



13 February Planning Portal event Huddersfield

Q96 Is a link provided for viewing all current 
applications?

89



13 February Planning Portal event Huddersfield

Q96 Is a link provided for viewing all current 
applications?

90



13 February Planning Portal event Huddersfield

Q96 Is a link provided for viewing all current 
applications

91



13 February Planning Portal event Huddersfield

Q97 Am I informed that I can comment on 
an application if it is still open for 
consultation?

92



13 February Planning Portal event Huddersfield

Q97 Am I informed that I can comment on 
an application if it is still open for 
consultation?

93



13 February Planning Portal event Huddersfield

Q22 Am I informed that I can comment on 
an application if it is still open for 
consultation?

94



13 February Planning Portal event Huddersfield

Make a comment

95



13 February Planning Portal event Huddersfield

Registration page

96



13 February Planning Portal event Huddersfield

Time out, every time

97



13 February Planning Portal event Huddersfield

Registration success!

98



13 February Planning Portal event Huddersfield

Logged in

99



13 February Planning Portal event Huddersfield

Comment form

100



13 February Planning Portal event Huddersfield

Q98 Is guidance provided at the appropriate step about 
permitted grounds for objection to an application?

101



13 February Planning Portal event Huddersfield

Q98 Is it clear that any comments you submit will be 
published, along with your name…

102



13 February Planning Portal event Huddersfield

South Tyneside reviewer comment

103

• Could not fail to miss this signposting from the landing page; 
the first link presented was 'search and comment on 
planning applications.’

• Clear statement provided saying that if the application was 
open for comment I would see the 'comment on this 
application' link within the application itself. 

• Lots of useful quick links for finding new planning 
applications, recently decided, even a useful map where I 
could click on an application number and be taken straight 
to the application



13 February Planning Portal event Huddersfield

South Tyneside landing page

104



13 February Planning Portal event Huddersfield

Edinburgh landing page

105



13 February Planning Portal event Huddersfield

South Cambs landing page

106



13 February Planning Portal event Huddersfield

South Cambs landing page

107



13 February Planning Portal event Huddersfield

South Cambs new landing page

108



13 February Planning Portal event Huddersfield

South Cambs planning system

109



13 February Planning Portal event Huddersfield

South Cambs new application search

110



13 February Planning Portal event Huddersfield

Website take-up service comments

111

• Very confusing, too much text, too many links, 
poorly written, very difficult to find what you're 
looking for.  I would suggest dramatically reducing 
the amount of text per page with clearer links to 
information.  

• It did not accept my reference numbers being 
searched even though I had typed correctly.  I 
finally got what I wanted through advanced 
search.  It should have taken a fraction of the 
time. 



13 February Planning Portal event Huddersfield

Website take-up service comment

112

• Tried to leave comments on a planning 
application - torturous process! Keep saying it had 
timed out despite no time lag, so I had to 
repeatedly re-enter comments. I'm sure many just 
can't be bothered and give up before submitting 
their thoughts. Not sure if problems are due to 
lack of site mobile optimisation? If so, it would be 
a worthwhile investment.



13 February Planning Portal event Huddersfield

Website take-up service comments

113

• ‘Details of a proposed planning development. Will try 
to telephone planning when the holiday is over.’

• ‘Will phone on Monday, as searches returned zero, 
except for one that was completely incorrect by 
referencing wrong information.’

• ‘We are looking for planning decisions but the 
information is not up to date. This results in making 
contact by telephone’

• ‘Wanted to know how my planning application is 
progressing.  Will telephone instead.’



13 February Planning Portal event Huddersfield

IDOX PublicAccess meeting

• Review customer journey and terms used in 
new releases of PublicAccess

• Review some of product functionality (e.g. 
search configuration option to include recent 
apps, add link to guidance)

• Configuring options to improve customer 
experience – best practice guide, potentially 
reduce options available

• Ongoing dialogue with Socitm Insight

114



13 February Planning Portal event Huddersfield

How well are planning services presented? 
Better connected 2013 preview

115

• ‘Generally very poor. Not helped by weak (or missing) content 
about how to actually comment. Given that a large percentage of 
commenters may be ‘first-timers’, this really isn’t acceptable. 

• The application search functions ranged from average to awful, 
often requiring advanced knowledge of how planning works to 
really get anywhere. 

• I simply don’t understand why councils fail to provide guidance on 
permitted grounds for objection a) in a logical place on a user 
journey and/or b) at all. 

• Once again, many councils were providing very good signposting 
but, once you got to the task, the information was poor and you are 
often faced with a log-in at the last hurdle.’



13 February Planning Portal event Huddersfield

Preparing for BC14!

116

• User / usability testing
• Review software configurations
• Check and tweak search results
• Review planning landing pages
• Ensure guidance is available whichever 

route you take
• Check quality of guidance



16 October Planning Portal event Bristol

Thank you 
Better connected 2013 out 1st March 

Planning preview available now 
www.socitm.net
Helen Williams

Better connected reviewer
helen.williams@socitm.net
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