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1.0
Summary

Introduction

1.1 In June 2006, Erewash Borough Council commissioned Social and Market Strategic Research (SMSR) Ltd to undertake a Best Value Performance Indicator (BVPI) Planning Satisfaction Survey.  The survey was designed to help monitor the development control services the Council provides in respect of planning consents as specified by the DCLG (Department for Communities and Local Government. The survey was undertaken using a postal questionnaire with two reminders. 
Section A 

Type of applicant

1.2
Overall, 56% of respondents were acting on behalf of another party, 28% applied as private individuals, and 8% applied for their own business.  A further 7% were acting on behalf of their employer.

1.3 The householder application was the most frequent type and 59% were of this nature and 15% of applications were related to residential developments.  Almost 11% were for business or industry development and 6% for listed building or conservation area consent. A further 9% of applications were for other purposes.

Previous applications
1.4
Almost three quarters (74%) of respondents had made previous applications to Erewash Borough Council planning department. 

Frequency of applications
1.5
Over four fifths (83%) of respondents had applied for planning consents between one and five times in the last six months, 64% in the last year, 34% in the last two years and 30% in the last three years. Almost 9% had made more over 21 applications in the last two years and 10% had made more than 21 applications in the last three years.

Handling of the planning application
Given the advice and help I needed to submit my application correctly
1.6
Overall, 53% of respondents agreed they were given the advice and help that they needed to submit their application form correctly though 14% indicated a level of disagreement. 

The Council kept me informed about the progress of my application

1.7
Almost half (47%) agreed that the Council had kept them informed about the progress of their application but 29% disagreed.

The Council dealt promptly with my queries

1.8
Almost half (47%) agreed that the Council dealt promptly with their queries but 25% expressed a level of disagreement.

I understand the reasons for the decisions made on my application(s)

1.9
Almost three quarters (72%) agreed, at some level, that they understood the reasons for the decision made on their application and only 8% expressed a level of disagreement.
I felt that I was treated fairly and that my viewpoint was listened to

1.10
Almost three fifths (57%) of respondents agreed that the Council treated them fairly and listened to their viewpoint. Over 19% however expressed a level of disagreement.

Overall service
1.11
Almost 63% of respondents expressed a level of satisfaction with the service but almost a fifth (19%) expressed some level of dissatisfaction. 

Granting of permission/consent

1.12
Overall, 83% of most recent applications were granted permission / consent and 17% were refused.

Standard of service

1.13
Between 9 and 16% of respondents considered that services had improved in some way with 16% saying that the standard of advice and help provided had had improved; 6% said that it had got worse.  Information on progress of the application was considered to be worse by 8% of respondents, 14% considered the promptness with which queries were dealt was worse and 11% considered that the fairness of how applications were dealt with had also deteriorated over the last three years.  Over three quarters thought that all elements of the service had remained the same.

Section B
Respondents details

1.14
Overall, 83% of respondents were male.
1.15
Most respondents were over 25 and over three tenths (31%) were aged between 55 and 64. Over 25% were between 35 and 44.

1.16
Almost two fifths (38%) of respondents were full time employees and 46% were self-employed.  A further 8% were wholly retired from work.

1.17
Overall 5% of respondents said that they had a long-term illness or disability (5 individuals) and of these, 3 said that it limited their activities in some way. 

1.18 All respondents (100%) described themselves as white British. 

Section C
Additional Questions

1.19 Over two fifths (45%) had sought advice from a planning officer before submitting an application.

1.20 Over three quarters (77%)  thought that the final decision reflected the advice given.

1.21 Almost 43% were asked to amend their application.

1.22 Half of those who amended their application thought that the quality of the development was improved as a result.

2.0
Introduction

2.1
In June 2006, Erewash Borough Council commissioned Social and Market Strategic Research (SMSR) Ltd, an independent research company to undertake a Best Value Performance Indicator (BVPI) Survey.  The survey was designed to help monitor the development control services the Council provides in respect of planning consents as specified by the DCLG (Department for Communities and Local Government. It followed the methodological guidelines provided and the survey was undertaken using a postal questionnaire with two reminders.
3.0
Methodology

3.1 The consultation was undertaken using a questionnaire, which was agreed by SMSR in conjunction with officers from Erewash Borough Council and used the questionnaire format as required by the DCLG.

3.2 The consultation was undertaken using a postal questionnaire.  Two reminders followed the initial mail out.  The response rates were as follows:-
	Phase
	Number mailed out
	Number of

Responses
	%

	Initial mail out
	352
	62
	17.6

	1st reminder
	285
	32
	11.2

	2nd reminder
	253
	19
	3.6

	Total
	
	113
	29.2


3.3 In addition, there was 1 uncompleted questionnaire returned and 4 which were returned undelivered.
4.0
Sample

4.1 Erewash Borough Council Planning Services Department supplied a comprehensive list of all applicants (and agents of applicants) who had received a decision letter / notice on their application between April 3rd 2006 and September 29th 2006.  All duplicates were removed.

4.2
A total of 113 completed questionnaires were returned.

5.0
Results

Section A 
Experience And Satisfaction With The Planning Department

Type of applicant

5.1
Respondents were asked to say in which capacity they were acting when they made their most recent application.

	
	2006

	Capacity
	Responses
	%

	Agent acting on behalf of another party
	63
	55.8

	As a private individual
	32
	28.3

	On behalf of your employer
	8
	7.1

	As part of own business
	9
	8

	Other
	1
	0.9

	Base number
	113
	100


5.2
Overall, 56% were acting on behalf of another party and 28% were applying as private individuals.  A further 8% applied for their own business and 7% on behalf of their employer.

5.3
The table below shows the types of application submitted by 112 respondents:-
	Type of application
	2006

	Householder
	58.9

	Residential Development
	15.2

	Listed Building or Conservation Area Consent
	6.3

	Business or Industry Development *
	10.7

	Other
	8.9


* includes Minerals and Waste Developments. 

5.4 The householder application was the most frequent type and almost three fifths (59%) were of this nature. A further 15% of applications were related to residential developments and 11% were for business or industry development.  Over 6% were for listed building or conservation area consent and 9% of applications were for other purposes. 

5.5
A full list of responses (including ‘other’ applications) can be found in the appendix.

Previous applications

5.6
Overall, 74% of respondents had made previous applications to Erewash Borough Council planning department. 
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Base number: 113

Frequency of applications

5.7
The table below shows how frequently respondents had applied to Erewash Borough Council planning department for planning consent. Results from all respondents can be found in the appendix.

	Period
	Base number
	Number of times (%)

	
	
	1 - 5
	6 - 10
	11 - 20
	21 - 50
	51 +

	In the last 6 months
	52
	82.5
	6.3
	1.6
	3.2
	0

	In the last year
	38
	64.4
	15.3
	5.1
	5.1
	1.7

	In the last two years
	56
	33.9
	30.4
	14.3
	8.9
	0

	In the last three years
	63
	30.2
	23.8
	15.9
	9.5
	0


5.8
Overall, almost 83% of respondents had applied for planning consents between one and five times in the last six months, 64% in the last year, 34% in the last two years and 30% in the last three years. Almost 2% had made more than 51 applications in the last year and 9% had made over 21 applications in the last two years.  Almost 10% had made in excess of 21 applications in the last three years.

Handling of the planning application

Given the advice and help I needed to submit my application correctly
5.9
The following chart shows that 53% of respondents agreed at some level that they were given the advice and help that they needed to submit their application form correctly, and 12% agreed strongly. Around 14% of respondents however indicated a level of dissatisfaction. 
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(Base number: 113)

The Council kept me informed about the progress of my application

5.10 The chart below shows that 47% of respondents agreed that the Council had kept them informed about the progress of their application, with 6% agreeing strongly.  Over a quarter (27%) however disagreed.
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(Base number: 113)

The Council dealt promptly with my queries

5.11
Almost half of the respondents (47%) agreed, at some level that the Council dealt promptly with their queries.  A quarter (25%) expressed a level of disagreement and 12% disagreed strongly.  The chart below shows the results overall. 
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(Base number: 113)

I understand the reasons for the decisions made on my application(s)
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The following chart shows that almost three quarters of respondents (72%) agreed, at some level, that they understood the reasons for the decision made on their application. Almost 8% expressed a level of disagreement. 

(Base number: 113)

I felt that I was treated fairly and that my viewpoint was listened to

5.13
The chart below shows that almost three fifths (57%) of respondents agreed at some level that the Council treated them fairly and listened to their viewpoint and almost 11% agreed strongly. Almost 19% expressed a level of disagreement with 8% disagreeing strongly. 
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(Base number: 113)

Summary 

5.14
The following table gives a summary of agreement and disagreement with the 5 statements above

	Statement
	Agree (%)
	Neither (%)
	Disagree (%)

	I was given the advice and help I needed to submit my application correctly
	53.1
	20.4
	14.2

	The council kept me informed about the progress of my application
	46.9
	22.1
	29.2

	The council dealt promptly with my queries
	46.9
	23
	24.8

	I understand the reasons for the decision made on my application (s)
	71.7
	14.2
	7.9

	I felt that I was treated fairly and that my viewpoint was listened to
	56.6
	17.7
	18.6


Overall service

5.15 Respondents were asked to state their overall level of satisfaction with the service provided by the planning department of the council in processing their application(s), regardless of whether the application was successful or not. 

	
	2006

	Level of satisfaction
	Responses
	%

	Very satisfied
	27
	23.9

	Fairly satisfied
	44
	38.9

	Neither
	20
	17.7

	Fairly dissatisfied
	10
	8.8

	Very dissatisfied
	12
	10.6

	Base number
	113
	100


5.16
Overall 63% of respondents expressed a level of satisfaction and 24% were very satisfied. Almost a fifth quarter (19%) however expressed some level of dissatisfaction with 11% saying that they were very dissatisfied. 

Granting of permission/consent

5.17 Overall, 83% of most recent applications were granted permission / consent and 17% were refused. 
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(Base number: 109)

Standard of service

5.18 
Respondents were asked whether the following elements of the service had improved, stayed the same or got worse over the last three years. Where percentages do not add to 100, some of the respondents said that they did not know.

	Element of service
	Stayed the same  (%)
	Better (%)
	Worse (%)
	Base number

	The advice and help provided to submit my application
	75
	15.6
	6.3
	64

	The information provided about the progress of my application
	80
	9.2
	7.7
	65

	The promptness with which queries about my application were dealt with
	75.4
	9.2
	13.8
	65

	The clarity of the reasons for the decision given
	75.4
	10.8
	10.8
	65

	The fairness with which my application was dealt with and viewpoint listened to
	80
	9.2
	10.8
	65


5.19
Between 9 and 16% of respondents considered that all elements of the planning service had improved in some way with a significant minority (16%) saying that the standard of advice and help provided had had improved though 6% said that it had got worse.  Information on progress of the application was considered to be better by 9% and worse by 8% of respondents.  A significant minority (14%) considered the promptness with which queries were dealt was worse though 9% considered that it had improved.  Almost 11% considered that the fairness of how applications were dealt with had also deteriorated over the last three years.  The great majority however (75 – 80%) thought that all elements of the service had remained the same.  

Section B
Respondents details
5.19
Overall, 83% of respondents were male and 17% were female.
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Base number: 108

5.20 Of 97 individuals who gave information about their age, only 3% were under 25 and 14% were between 25 and 34. Over three tenths (31%) were aged between 55 and 64 and 26% were aged between 35 and 44.  Only 8% were over 65.
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Base number: 97

5.21
Respondents were asked to provide information about their employment status. The table below displays the responses:

	Status
	No of responses
	%

	Employee in full time job
	40
	37.7

	Employee in part-time job
	5
	4.7

	Self employed full or part time
	49
	46.2

	Wholly retired from work
	8
	7.5

	Looking after the home
	4
	3.8

	
	106
	100


5.22
Almost half (46%) of respondents were self-employed and 38% were in full time employment with a further 5% doing part-time work.  Almost 8% were wholly retired from work and over 4% were looking after the home. 

5.23
A very small minority (5%) of respondents said that they had a long-term illness or disability (5 individuals) and of these, 3 said that it limited their activities in some way.

5.22
All respondents (100%) described themselves as white British.   

Section C
 - Additional Questions

1.23 Over two fifths (45%) of respondents said that they had sought advice from a planning officer before submitting the planning application.

1.24 Over three quarters (77%) considered that the final decision reflected the advice given.

1.25 Almost 43% of respondents were asked to amend their planning application after it had been submitted.

1.26 Half of those who amended their application thought that the quality of the development was improved as a result.

APPENDIX
Questionnaire

Result Tables

(to be added)
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