APPENDIX

Planning Review

Introduction

The planning review commenced in August 2015. The Director of Regulatory
Services micro managed the planning department to ensure that the objectives
outlined below could be met through changes both to the department and its
processes, which were discussed at weekly meetings with all the senior officers.

An initial customer survey was sent to all agents and developers alongside individual
applicants. The survey asked succinct questions on the service they had received
and how they thought it could be improved. Where appropriate suggestions were
included in the action plan and have been implemented. A follow up survey was
sent to customers in January and comments received thus far indicate that
customers have received a more positive service than previously.

The weekly meetings looked at the planning process from beginning to end from the
customers’ perspective.

The main objectives of the review were o ensure that:

+ Members have restored confidence in the planning service and its
processes,

» Customers receive a consistent, responsive and timely service where
officers offer solutions rather than create problems, and,

e The service embraces a strategic role and is the catalyst in facilitating growth
within the district rather than perceived as a blocker to development.

The last six months has seen the Planning Service undergo a period of
transformation. As a result waste and duplication have been eradicated, officers
have pride in their work and feel listened to and valued. Feedback from customers,
agents, developers and members has been extremely positive with the majority
commenting that the department has improved dramatically.

Whilst significant change has been made it is by no means the end. The initial
review is seen as a platform which will continue to evolve and grow to enable the
East Cambridgeshire District Council Planning Service to be both the best Planning
Service and to embrace the Council's corporate priorities of East Cambs being the
place to do business.

The Planning Service, though one team, is made up of individual components — pre-
app and validation, planners, conservation, trees and enforcement.
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Each week the Director (Regulatory Services) and her senior officers met to discuss
the journey of each component and an action plan was created highlighting changes
in the practices, processes and procedures. The action plan (attached at
Appendix 1) included specific officers who would implement the change with target
dates for completion. The plan was reviewed weekly to ensure deadlines were met.

The above had a plethora of advantages: officers were given an opportunity to make
positive change, performance was monitored and shared amongst the team, officers
took responsibility and ownership of the service and the invisible lines between the
sections that made up the Planning Service were eradicated. The team started to
support each other and to see themselves as one team who collectively wanted to
provide a service that everyone could be proud of,

The changes gave officers greater confidence in presenting applications at Planning
Committee. In turn Planning Committee has greater confidence in officers and
recently congratulated the Planning Service on its professionalism and desire to
embrace the Council’'s growth agenda. Part of the improvements included producing
a monthly performance report which is presented at Planning Committee. This has
been welcomed by the Committee as it can see at a glance how the department has
performed for the previous month.

Main Highlights and Changes

There have been a number of changes within the department; this includes both
staffing and processes.

The team is now led by a new Planning Manager, Rebecca Saunt who has
considerable experience in the local planning issues. Her team has been
strengthened by gaining a third full-time Senior Planning Officer Barbara Greengrass
who supports Andrew Phillips and Julie Barrow in managing the team. Two new
Planning Officers have also recently joined the team who will start studying towards
their Planning Masters in September. They join Oli Haydon, who is already studying
towards his Planning Masters. Following the recent recruitment we now have a full
complement of officers in the planning team. In addition, Lorraine Brown
(Conservation Officer) is now studying towards a Masters in Urban Design which will
also assist the team going forward. It is considered important within the department
to grow our own and support Officers in studying for their Masters, whilst they gain
practical on the job experience.

There has also been a reorganisation within the administration team to ensure that
we have more consistent support to our officers. The Development Support officers
will now assist a delegated team of Senior Planner and Planning Officers to ensure
that the needs of our customers are met.
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In-house training for all Planning Officers has been offered, to include:

Management training for Senior Officers;

IT training to include Uniform, Powerpoint and Access training;
Presentation skills training;

Time management;

Compiling and presenting clear committee reports;

Political management

We are presently reviewing the enforcement team, who currently comprise two part-
time officers and one full time agency worker, on a temporary contract. We are
looking into recruiting a third full-time officer to the team to strengthen this
department. These officers will be managed by Senior Planning Officers.

Other improvements to our planning service include:

Updated and improved website;

Direct dial telephone numbers, email addresses and mobile numbers given to
every applicant so they can speak directly to their planner, also direct dial
numbers now given for the duty phone;

Duty rota during office hours including telephone calls and all day surgery,
and telephone call support for enforcement team;

Blackberrys provided to senior officers and mobile phones for all officers so
customers can gain easier access to them and officers can access their
emails and calendars:

Home working supported to enable greater productivity when required (e.g.
writing Committee reports);

Weekly performance management reports are produced for all parts of the
Planning Service and are discussed, monitored and prioritised at the weekly
Senior Officers’ meeting;

Voicemail facility set up for Trees team and will be set up for Planners by the
end of March 2016; | _

Training given to customer services advisers on basic planning matters;
Introduction of updated planning leafiets, including a leaflet launched on pre-
application advice to promote this service;

A very successful agents’ forum and newsletter;

Validation time has gone from 20 working days down to 2.
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More strategic improvements to the planning service are:

» No longer charging pre-app fees for charities or small businesses (5
employees or less);

¢ Introduction of one-of pre-app meeting with no written advice for a reduced
fee;

o Introduction of a free follow up plan checking service for householder
applications (where pre-app has been sought) — appointment based,;

e Scale of charges has been amended to be more proportionate to the advice
required;

» Bespoke, individual meetings with agents/developers to discuss development,
ClL, S106 efc;

e Free initial consultation with Planner in partnership with the Economic
Development Team;

* A more joined up service with County Highways, Environment Agency for
more complex applications, the Planner leading on this, facilitating and
chairing meetings with all agencies;

+ Better and enhanced cross departmental relationships including Economic
Development, Building Control, Housing, Environmental Health and Strategic
Planning;

* Bespoke meetings with individual agents and developers to discuss what is
important to them.

External Partners
Planning Advisory Service

The Planning Advisory Service (PAS) met with staff from the planning department
and selected Members during fact finding visits on the 14" September and 20™
October 2015. A copy of the PAS report is attached at Appendix 2 for information,
however, a summary of their recommendations can be found below.

The report received from PAS reinforced the path that the review group had
embarked upon. The report was received on the 4" December 2015, by which time a
number of the recommendations had already been implemented and addressed
since the review began in August 2015. The receipt of the report strengthened what
the team were already doing.

PAS have continued to work with the team throughout the review and have
benchmarked the planning department with 40 other Authorities. The report
produced and the data analysis within the report compares the planning department
with 4 other Authorities of a similar nature to show the comparisons. Communication
with PAS has continued and they have advised that they are happy to continue to
work with the department and now PAS sights East Cambridgeshire planning team
as best practice to other Authorities.
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Relationships between officers and members, and
between members and the Council's Plan, need a
helping hand to rebuild trust and to reassert
commonly held objectives.

The review of the council's plan
represents an excellent
opportunity for informal and wide-
ranging discussions between
cabinet, committee and ward
members and with officers at all
levels

Implement member [/ officer
relationship training. Improve the
political awareness of officers

The improvement plan needs to be more focused
on what will deliver the most customer benefit and
is at a stage where focus needs to be on its
delivery rather than keeping on adding new ideas.

Completion of the improvement plan itself will not
improve the service, focus on continuous
improvement will.

A
appropriate in the future as part of
new leadership / new plan and
engaging staff

service review will be

ECDC needs to deal with its problems recruiting
staff. Creative, flexible approaches may be
required to ensure it can compete in a recruitment
market that is hotting up.

Short term this may
money. Longer term it would be
prudent to develop staff rather
than chasing a small number of
professional staff.

require

The review of the service needs to be clear about
what is required to effectively lead the service
including capability, capacity and support. The
service leadership needs a stronger managerial,

Directors and Leaders need to be
clear about the requirements of
the post and ensure that the post-

rather than operational focus.

holder is supported to do the job.
The council is quite clear about
the delivery of a growth agenda
and this should be a
consideration in terms  of
experience and credibility as well
ensuring that the right managerial
training and support is available.

Challenge whether there is a customer service
problem. Work with the customers to identify the
weak areas and address them.

Regular customer surveys should
be considered.

Report on customer satisfaction /
feedback

Ensure key members are kept up
to date on progress on the action
plan.

-
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Ensure that case officers and management can
effectively manage their workload and manage
performance.

Improve the quality and timeliness
of the information that is
available.

Enforcement service capacity is an acknowledged
issue and a decision needs to be made about the
appropriate number of staff required, who they
report to and the level of administration support
required.

Enforcement cases need to be prioritised and the
case closure process changed to give more
authority to case officers. There may be a need to
create an enforcement plan approved by
councillors so that service levels and priorities are
clear.

Case officers should be given more power to close
cases themselves in certain circumstances e.g.
under a standing advice protocol) and or powers to
close cases be delegated below head of service
level.

Recruit to required level of FTE.
Reporting line into head of
planning isn't working due to
capacity. Reporting into a senior
should be considered. This will
also help with consistency.

Prioritise enforcement cases in
line with clear enforcement plan.

Take a more risk-based approach
to case closure. A short review of
how often officers ‘get it wrong'
will highlight the types of cases
that need to go to senior
management.
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The following performance highlights are based on the Planning Quaiity Framework
findings data.

Performance Measure | Commentary

Days between cases | East Cambs demonstrates a positive picture - statistics
declared wvalid to | show a planning service that makes decisions as early as
decision. possible rather than waiting until the last minute. Majors
take 10 weeks on average, Minors and Conditions taking
13 weeks on average (worth keeping a weather eye on
Minors due to Government performance focus on Minors).
Work arriving valid on | 75% of applications arrive valid and are ready to work on.

day 1. Significantly higher than national average of just below
50%.
Approval rate Approval rate 92%. 70 in every 1,000 applications refused -

mainly householders (24), minors (24) and prior
notifications (18)

Delegation rate Delegation rate 96%. Healthy, although trend siowly
downward over 18 month from high of 98%. Possibly a
reflection of more call-ins happening due to members
wishing to be more pro-growth than existing policy allows.
Numbers work out at 19 cases in every 1,000 decisions
made going through committee — 80% of these are minors.
Withdrawn applications | Compares very favourably with comparators at only 3%.
Zero fee applications 11% of work done for ‘free’ - applications in the records that
have no fee attached (after accounting for trees and
heritage work). These cases if the correct fee is attached
would normally represent ‘free go’ applications.

As you can see from the PAS report they have confirmed that our planning
department is well-performing according to Government National Statistics. The
majority of the recommendations from the report had already been identified and
have been implemented as part of the review and the recommendations outlined in
this report also addresses some of the above, particularly relating to the enforcement
service. | believe that with the improvements we have made so far, together with
future improvements going forward, that our service will provide an excellent service

for our residents.

Chief Planning Officer and Development Managers Meetings

The Planning Manager attends Chief Planning Officer meetings and Development
Managers meetings, alongside colleagues from other Local Authorities across
Cambridgeshire. The attendance at these meetings enables key issues to be
discussed, the sharing of information and best practice, which can further help to
improve the department and the service provided to our customers.

-
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Agents Forum and Newsletter

A quarterly agents’ forum is held at the Council offices. This meeting is well
attended, with approximately 30 agents attending. A quarterly agent's newsletter is
also sent to all agents. The newsletter includes staff updates, updates to the
planning service and any relevant information at the time of writing. As there have
been a number of staff changes and a number of new staff joining the department,
an agents’ breakfast meeting is being held in March to enable all agents to meet the
whole of the planning team; this includes the Planning Officers, Conservation Officer,
Enforcement Officers, Tree Officers and the support team as well as Members of the
Planning Committee. This will be an informal meeting and will further improve
relationships with agents.

Continued Development

Continued development is important and the Planning Manager holds weekly
meetings with the senior officers to discuss the service and continued improvements
and ideas as well as dissecting performance reports. The purpose of the meeting is
to focus on the priorities for the week alongside identifying areas for improvement. A
number of improvements are coming shortly and they include:

» Revision of all of our conditions to make sure they are up-to-date, valid and
enforceable;

« Working on an online appointment service so customers can book
appointment to see their planner;

+ Web chat service so that customers can communicate with the Planning
Team in real time;

* Introduction of video guidance on key subjects, including pre-app and the
planning process;

¢ Streamlining processes within the enforcement team:;

o More attendance by planners at parish council meetings;

 Introduction of a tracking service for customers to track the progress of their
application to enable customers to see the status of their application and
follow it every step of the way;

» Customer service questionnaires to agents, applicants, neighbours, Parish
Councils and Local Members in conjunction with the Planning Advisory
Service;

» Joint Planning Advisory Service and Officer pre application seminar;

» Consider the merits of incorporating a performance monitoring officer within
the team/current job roles, who will research best practice, review and
implement major changes within the team.
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Conclusion

The Team have made considerable positive changes within the Planning Service
and many of the objectives have now been or are being met. In order to facilitate
existing changes and to enable the department to meet our aspirations the following
recommendations are proposed:

= The deletion of the Senior Enforcement Officer role, the Monitoring Officer
role and a part time Support Officer role (these are vacant posts);

» The creation of a full time Enforcement Officer:

¢ Enforcement Officers to report to Senior Planning Officers;

e The creation of a Senior Support Officer, which will incorporate the roles
previously carried out by the Monitoring Officer;

« The creation of a full time Support Officer.

The enforcement team has been reviewed and since December have been reporting
to and managed by the Senior Planners. The processes within this team are also
being reviewed, implemented and are time specific. These changes in practices and
reporting arrangements plus the temporary full time agency Enforcement Officer has
enabled the number of cases dealt with per officer to be reduced to a more
manageable number. This has also allowed a number of the older cases to be

reviewed and some closed down.

Looking at the improvements which have already been made, including the inclusion
of the enforcement team within the planning office and through the management of
the team by the Senior Planners, it is recommended that this should continue and
the Senior Enforcement Officer post is deleted. This will allow the creation of a full
time Enforcement Officer who can focus on the enforcement service on a full time
basis and not the managerial side of the job, which will be carried out by the Senior

Planning Officers.

The Office Supervisor's role has considerably changed, especially during the course
of the review. One of the recommendations is the creation of a Senior Support
Officer role (Appendix 3) which would report to the Office Supervisor. This role will
aiso incorporate condition monitoring following the departure of the Monitoring
Officer from the Authority, and the recommended deletion of this post. The creation
of this role alongside the functions of the Office Supervisor will enable the
department to continue to review and implement best practices to ensure efficiency
and customer service is maintained while allowing continued performance

monitoring.
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Following the departure of a part time Support Officer, it is recommended that this
role is deleted, and replaced with a full time Support Officer to ensure up to date
validation and customer satisfaction throughout the planning process.

A staff structure chart (Appendix 4) is attached to this report showing the proposed
organisation structure compared with the existing structure. The recommended
structure would provide a saving to the Council of approximately £31,000 per annum.

5 Greston

Jo Brooks
Director of Regulatory Services

1t March 2016
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Appendix 2

Planning Advisory Service (PAS)

Review of East Cambridgeshire
District Council’s (ECDC)
Planning Service Improvement Plan

4" December 2015

Peers

Nicholas Harding, Head of Development & Construction
Peterborough City Council

Martin Hutchings, PAS Improvement Manager



Introduction

PAS has been asked to review the progress of ECDC’s Development Management
Service Review with a focus on the Improvement Plan. The Review is aimed at achieving

the following outcomes:

Staff feel valued and listened to, able to contribute to improvement;

Members have restored confidence in the Planning Service, and its processes;
Customers receive a consistent, responsive and timely service;

The service embraces a strategic role and is the catalyst in facilitating growth.

hWON =

This report follows 2 fact-finding visits on 14™ September and 20" October 2015.
Interviews were held with staff delivering the service and contributing to the improvement
plan and ward and committee councillors. The interviews were focused on providing a
critical friend review of the improvement plan, gauge how well staff understood their role in
delivering it and to identify where additional or more focussed PAS support may be
required.

This short paper outlines the findings and includes recommendations.



Findings

Summary
ECDC is a well-performing, well-regarded service with enthusiastic and customer-focused

staff. The recent election saw the council move from no overall control to a Conservative
majority. The service now finds itself trying to deliver a local plan (despite being adopted in
April 2015) that is not regarded as being suitable to deliver the growth that members
require. The plan has, more recently, been calied into further question following a
successful appeal on the basis that the council could not demonstrate a 5 year housing
land supply. There has also, perhaps as a consequence, been a recent increase in officer

recommendations being overturned at committee.

These circumstances leave the planning service unclear about the strategic direction it
should be taking. Officer recommendations overturned at committee are high profile and
present a picture of a planning service that very publicly seems ‘at odds with itself. It is
this perfect storm of external pressures, rather than any fundamental issue with service
delivery or performance, that has led to members having a lack of confidence in the
leadership of the service. This lack of confidence has resuited in the service being asked
to carry out a review of the development management function. It is also actively reviewing
the local plan, sensibly taking a member-led approach and involving policy and
development management officers together.

We found it refreshing that development management staff have taken on board the
challenge of its members, and, seeing it as an opportunity to demonstrate the value that
the service adds, have put in place a team to create and deliver a service improvement

plan.

The Development Management Improvement Project

The service is well-performing according Government National Statistics. The processes
and stfructures are currently under review to address the concerns of members as outlined
above and taking the opportunity to identify waste and unnecessary bureaucracy. The
approach to improvement and the focus of the improvement plan link well to the outcomes

that members have asked for.
The review is looking across the service and focusing initially on:

- Improving the customer-focus of processing planning applications by assigning
administration staff to ‘follow’ each application, rather than complete a task and
then hand it off.

Adding value to the pre-application service by reviewing how it is accessed and the
charging structure. Both of these ideas have merit, the former will help the councii
strengthen relations with its developer community and the latter should mean that
resources and skills are better spread across the department.

The enforcement service — there are clear issues with the general approach (no
prioritisation of cases, the case sign off / closure procedures causing bottle-necks),
workloads (nearly half the annual workload is ‘live’) and capacity (is 2 part time
FTE staff and the level of administration support appropriate?).

There is a good level of input and ownership of the improvement plan at a senior level.
Some more junior staff, while understanding that there is work being done and meetings



held, do feel that they ‘hear about what's happening after the decisions are made’. The
improvement plan is at a stage now where focus needs to be on its delivery rather than

keeping on adding new ideas.

The service also needs to be wary of focusing on what is important and what will deliver
the most towards the improvement objectives. The current improvement action plan is full
of good ideas but there is little sense of priority (the ‘priority’ column of the plan focuses
more on timescale e.g. ‘short term’ rather than priority e.9. ‘high’). We suggest a review of
the actions to identify those that make the most impact on customers and prioritise them
and narrow them down to 3 or 4 deliverable actions. An example might be to spend less
time debating the merits of a team web page and focus the actions that make officers
more accessible to customers and improving processes.

Relationships
Officers overall enjoy good and supportive relationships with individual members. Recent

committee overturns has meant that some less experienced officers feel less confident
about making and defending decisions. The need to continually improve is understood by
staff, and there is a high level of self-awareness among staff about where improvements
are required. The ‘lack of confidence’ expressed in the service is felt by many staff to be
due to the difficult job they have of delivering policies that are unpopular. Staff are keen to
improve the elements of service delivery that are under their control.

There are some issues that will only be addressed once a local plan that has the full
support of the membership is in place. This is not solely for the planning service to address
but is a wider strategic issue for the council.

Councilior viewpoint

Councillors agree that the service has turned the corner and is on the up and is
responding the membership’s desire o deliver growth. Some concerns remain about how
to lead, encourage and nurture what councillors see as a ‘young and ambitious’ team.
There is recognition among councillors of the importance of investing in existing staff and
their career development.

Counciliors speak positively about growth and its importance, and there is good self-
awareness and an acceptance that maybe not enough attention was paid to the content of
the recently adopted local plan.

Other general concerns of members included the over-use of conditions (being addressed
in the overall service review), concern over the potential for developers to exploit the
current local plan situation, and slow responses from consultees sometimes leading to
problems at committee.

Recruitment
Like many planning services, ECDC faces issues of recruitment and retention, increasing

workloads and the day-to-day challenges of trying to improve the service. The council has
already begun addressing its recruitment concerns and have found that introducing more
of a ‘career-grade’ approach has attracted better quality candidates.



Recommendations

Relationships between officers and members, and
between members and the Council's Plan, need a
helping hand to rebuild trust and to reassert commonly

held objectives.

The review of the
council's plan
represents an excellent
opportunity for informal
and wide-ranging
discussions between
cabinet, committee and
ward members and with
officers at all levels

Implement member/
officer relationship
training

Improve the political
awareness of officers

The improvement plan needs to be more focused on
what will deliver the most customer benefit and is at a
stage where focus needs to be on its delivery rather
than keeping on adding new ideas.

Completion of the improvement plan itself will not
improve the service, focus on continuous improvement

will.

A service review will be
appropriate in the future
as part of new
leadership / new plan
and engaging staff

ECDC needs to deal with its problems recruiting staff.
Creative, flexible approaches may be required to ensure
it can compete in a recruitment market that is hotting up.

Short term this may
require money. Longer
term it would be prudent
to develop staff rather
than trying to join the
chase for a smail
number of professional
staff.

The review of the service needs to be clear about what
is required to effectively lead the service including
capability, capacity and support. The service leadership
needs a stronger managerial, rather than operational

focus.

Directors and Leaders
need to be clear about
the requirements of the
post and ensure that the
post-holder is supported
to do the job. The
council is quite clear
about the delivery of a
growth agenda and this
should be a
consideration in terms




‘

pelretreg

of experience and
credibility as well
ensuring that the right
managerial training and
support is available.

Challenge whether there is a customer service problem.
Work with the customers to identify the weak areas and
address them. ‘

Regular customer
surveys should be
considered.

Report on customer
satisfaction / feedback

Ensure key members

are kept up to date on
progress on the action
plan.

Ensure that case officers and management can
effectively manage their workload and manage
performance.

Improve the quality and
timeliness of the
information that is
available,

Enforcement service capacity is an acknowledged issue
and a decision needs to be made about the appropriate
number of staff required, who they report to and the
level of administration support required.

Enforcement cases need to be prioritised and the case
closure process changed to give more authority to case
officers. There may be a need to create an enforcement
plan approved by councillors so that service levels and
priorities are clear.

Case officers should be given more power to close
cases themseilves in certain circumstances e.g. under a
standing advice protocol) and or powers to close cases
be delegated below head of service level.

Recruit to required level
of FTE. Reporting line
into head of planning
isn't working due to
capacity. Reporting into
a senior should be
considered. This will
also help with
consistency.

Prioritise enforcement
cases in line with clear
enforcement plan.

Take a more risk-based
approach to case
closure. A short review
of how often officers ‘get
it wrong’ will highlight
the types of cases that
need to go to senior
management.




Performance Highlights (Interim Planning Quality Framework findings)

The following performance highlights are based on PQF data.

Performance Measure

Commentary

Days between cases
declared valid to decision.

East Cambs demonstrates a positive picture - statistics show a
planning service that makes decisions as early as possible rather than
waiting until the last minute. Major Majors taking 10 weeks on
average, Minors and Conditions taking 13 weeks on average (worth
keeping a weather eye on Minors due to Government performance

focus on Minors).

Work arriving valid on day
1.

75% of applications arrive valid and are ready to work on. Significantly
higher than national average of just below 50%.

Approval rate

Approval rate 92%. 70 in every 1,000 applications refused - mainly
householders (24), minors (24) and prior notifications (18)

Delegation rate

Delegation rate 96%. Healthy, although trend slowly downward over
18 month from high of 98%. Possibly a reflection of more call-ins
happening due to members wishing to be more pro-growth than
existing policy allows. Numbers work out at 19 cases in every 1,000
decisions made going through committee — 90% of these are minors,

Withdrawn applications

Compares very favourably with comparators at only 3%.

Zero fee applications

11% of work done for ‘free’ - applications in the records that have no
fee attached (after accounting for trees and heritage work). These
cases if the correct fee is attached would normally represent ‘free go’

applications.







Proposed structure options

Appendix 3

1. Office Supervisor to manage all Support Officers - Assistant Office Supervisor (to

deputise)

Responsibilities

Condition Monitoring — interrogating BC and Planning data to ensure
consistency between approved and built plans

Office Supervisor Time/frequency
Line Management responsibilities for Assistant & Support Officers
1-2-1 for Assistant and Support Officers 7x1hr/fortnight
Team Meetings 2x1hr/month
Staff appraisals 7x2hrs/year
Create and review standard letter tempiates in Uniform for Planning 2.5hrs/week
Planning Performance Committee Reports 2hrs/month
Implement the Service plan with other lead officers 2hrs/week
System supervisor for Uniform 1hriweek
Create any bespoke Access reports for the section 2hrs/week
Highlight and complete any improvement projects for the section Shrs/week
including performance management software
FOl's ‘ 1hr/iweek
Team update/briefing 1hriweek
Create and Review procedures for the planning section in light of Shrs/week
legislation changes and service improvements
Quarterly Agents Forum Shrs/quarterly
Continually review work practices to ensure efficiency and customer 10hr/week
service is maintained
Senior Support Officer Time/frequency
Deputise in absence of the Office Supervisor
Website updates and reviews 1hriweek
Complete CLG quarterly returns Shrs/quarterly
Run monitoring reports and daily monitoring of applications
~ Daily counts and reports Thr/daily
~ Extension of time 2.5hr/iweek
~ 26 week 1hriweek
~ invalid applications 1.5hrs/week
~ Fee sheets 1.5hrs/week
Planning Committee Agenda "2hrs/month
Access Group 2hrs/fortnight
Undertake training of new staff & updates to existing 2hrs/week
Footpath consultations 0.5hrs/week
System supervisor for Uniform 1hr/week
Update and create access reports for section as needed 0.5hrs/week
Work closely with Customer care team
Agents performance reports for website 4hrs/quarterly
Skills database and fraining programme 0.5hr/month
Finance for BC & Planning 2hrs/week
Run weekly advert 2hrs/week
10hriweek




- p— e —— — — — p—— — p— — - -




uos| asiag
(ewn) yed)
JSoU0 Joddng

noog Apuey
{oun) ped)
J2oy)O poddng

uosuBfly Aspiyg
dojsiH Apuapa
(eseys qor)
JAOUQ Hoddng

AINVOVA
120410 poddng

URYIJWIED) SUUOAA
30 woddng

uosuyor aawuny
1300y woddng

Isued yereg
JOYIO Woddng

ADNVOVA
1820 yoddng Jojusg

umolg suieuoT
18310) UORBAISSUOD

uapAeH 10
(srenpeun))
Izoo Buwuely

uyolzi 3 preyory
(s1enpeis) —
Iy Bumiuerg

yhwig-Aared uopr
Jaoo Buluuejy

KRomsapa Asjsen)
uojuns Ly
(areyg qor)

122130 Buuue|g

uosuip eddig
UOSLUBH 2AS)S
(a:eUS qor)
J30I0 Wawasioug

ADNYIYA
120410 uswadiopu]

PieYNUg Wsiesy
{@1enpeID)
130110y Buuue|4

ll2masIoH 1o
1300 s98))

Wweyjulq Aony
Josiuadng a0

sseibusais elequeg
J200 Buluueld Jouag

sdnyd maipuy
13040 Buluue|d Joweg

moueg synp

UM Apen

|

100 Buluueld Joues

JEIC) saal] Joluag

¥ XION3ddVY

safeuepy Buluueg
uneg eoosgey

(seoimeg
Aioje|nBay) Jopoang
s§00.g of




i




