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Member Program role Area

Rowan Johns, Place Development Officer Program lead Strategic Planning 

Steven Laming, Senior Statutory Planning Officer Working group member Statutory Planning

Amanda Decke, Senior Administration Officer Working group member Planning Administration

Scott Price, Senior Statutory Planning Officer Proxy Statutory Planning

Corey Parkinson, Coordinator Ranger Services  
& Community Safety

Working group member Rangers

Danielle Dunne, Customer Service Officer Working group member Customer Service

Jocelyn McLennan, Senior Communications Officer Working group member Communications

Ryan Ferguson, Senior IT Systems Officer Working group member Information Technology

Andrew Shorter, Infrastructure Technical Officer Working group member Infrastructure

Graeme Bissett, Coordinator Health & Compliance Working group member Health and Compliance

Rebecca Wellstead, Administration Officer Working group member Building, Health and Compliance

Nancy Vanden Bergh, Administration Officer Proxy Planning Administration

Paul O’Keefe, Acting Manager Corporate Business Proxy Property

Kylie Neaves, Senior Environmental Health Officer Proxy Health and Compliance

Charlotte Dallas, Senior Projects and Engagement Officer Project coordinator Small Business Development Corporation

Thank you  
Thank you to the following working group members for their contribution to the Small Business 
Friendly Approvals Program - Town of Cambridge Action Plan.

The Small Business Development Corporation and the Town of 
Cambridge would like to thank the local businesses who shared their 
own experiences to identify potential improvements to the approvals 
processes required to establish and grow a small business in the Town.
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Welcome from the Small Business Commissioner 
In 2021, governments and businesses continue to navigate the complexities 
of doing business in an unprecedented era. We have developed a new set of 
learnings from living with, and managing, a global pandemic.

As I reflect on what we learnt during the pandemic, 
the stand out is how well small businesses adapted to 
disruption.  

They recalibrated operations to respond to supply 
chain issues, financial uncertainty, shifts in consumer 
spending and engagement, and a heightened 
awareness of business vulnerability and risk. 

We witnessed an outstanding commitment by small 
businesses to ensure the safety of their customers, 
staff, and the wider community, while continuing to 
provide the goods and services we all need. Many 
made significant sacrifices. 

Never before has the sector been so agile, or played 
such a central role, in helping our society adapt to 
the new way of living. The rapid response from small 
businesses to the challenges of the past year has 
allowed us to enjoy a stable and growing economy.

One outcome of this global crisis is the 
acknowledgement of the importance of small 
businesses. They continue to be a significant driver of 
our economy and a major source of jobs for Western 
Australians. With unpredictability expected for 
some time to come, governments at all levels have 
recognised the pressing need to engage with and 
support the business community as it continues  
to build long-term sustainability and resilience. 

The Small Business Development Corporation’s 
(SBDC’s) Small Business Friendly Approvals Program 
addresses this need. The Town of Cambridge is part 
of a select group of WA local governments chosen to 
participate in the intensive process to map, examine 
and improve the approval processes for local small 
businesses. Their participation follows the Town’s 
declared commitment to champion and support local 
small businesses, by joining the SBDC’s Small Business 
Friendly Local Governments initiative in 2018. 

I would particularly like to thank the officers involved 
in the working group, who over a series of sessions 
reviewed current practices and developed strategies 
to deliver business transformation, enhance the 
customer experience and support business viability. 
This plan outlines the reforms they have identified 
to make a real difference for small businesses in the 
Town of Cambridge. 

The SBDC and the Town of Cambridge — working 
together to assist the establishment, growth and 
development of small business in Western Australia. 

David Eaton 
Small Business Commissioner 
Chief Executive Officer 
Small Business Development Corporation 

As I reflect on what 
we learnt during the 
pandemic, the stand out 
is how well small 
businesses adapted 
to disruption.  
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The Town of Cambridge is pleased to have been 
selected to participate in the Small Business Friendly 
Approvals Program. 

Small businesses are a vital part of the Town’s 
landscape as they represent 98 per cent of all the 
businesses in the Town. This means they are a critical 
component to the Town’s vision of the best liveable 
suburbs. 

The Town’s Economic Development Strategy 
highlights the importance of encouraging local 
economic development in maintaining our high 
standard of living while considering our broader 
community development and environmental 
responsibilities.  Integral to the strategy was providing 
a high standard of communication to the business 
community and implementing ways to reduce the 
time taken to assess business applications.

Through this program, the Town has been provided 
the unique opportunity to be guided by the expertise 
of the Small Business Development Corporation 
and consultants from Nous Group to explore how 
the Town can best make these improvements for 
engaging with and assisting the small business 
community.

The actions identified in this report are the result of 
a well-structured process involving officers from 
each of the Town’s directorates being led through 
human-centred-design-thinking with input from local 
businesses who shared their individual stories.  

The actions outlined in the report are designed to 
provide a better experience for small businesses 
when engaging with the Town, as well as delivering 
real productivity gains to the Town’s performance as 
a proactive local government.

With the action plan in hand and empowered by the 
outcomes from the workshops, the Town’s staff are 
now ready to deliver the next stage of the program. 
The implementation strategy will be a gradual and 
measured process where each stage will be assessed 
so as to allow for continual improvements.

Thank you to the business owners who contributed 
to the process by sharing their experiences and 
valuable insights. Thank you to the Town’s officers 
who dedicated their time, energy, creativity, 
knowledge and commitment to supporting the small 
business community. Finally, thank you to the Small 
Business Development Corporation for allowing us 
the opportunity to participate in this program and 
for the wider support they continue to provide for the 
small businesses in Cambridge.  

 
Keri Shannon 
Mayor 
Town of Cambridge

Town of Cambridge Mayoral message
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Depending on the location and business type, licences and permits may be 
required at the local, state and federal government level. This multi-layered 
compliance process can present a host of challenges: firstly in understanding the 
processes, then in identifying which approvals are required. 

Many small business operators face the challenge 
of starting their business while also working 
full-time – or worse, have left their job with the 
intention of starting a business and have little 
appreciation of how long government approvals 
will take. These entrepreneurs are faced with 
having to understand lease agreements, obtain 
finance, establish a supply chain and employ 
workers as well as apply for licences to trade. 

More broadly, businesses are also faced with 
challenges including unpredictable customer 
spending, increased competition from on-demand 
services, e-commerce, globalisation, and the 
disruption caused by COVID-19. There has never 
been a greater need or opportunity to support the 
establishment and growth of small businesses in 
Western Australia.

The Small Business Friendly Approvals Program 
(Approvals Program) is an SBDC initiative. It 
aims to assist regulating authorities to reform 
their approvals regimes and foster a supportive 
business environment. The process includes 
identifying issues facing small businesses, 
designing reforms to achieve more streamlined 
approval processes and supporting government 
authorities to implement those reforms.

A member of the Small Business Friendly Local 
Governments initiative, the Town of Cambridge 
was successful in its selection through a 
competitive application process, to become one 
of 20 Western Australian local governments to 
partner with the SBDC to develop a customised 
Approvals Program Action Plan. The reform 
initiatives presented in this plan are the result of a 
detailed examination of the approvals process for 
a range of small business applications in the Town 
of Cambridge. It addresses local government 
touchpoints and interaction with small business, 
from business idea to operation.

Enacting the reform initiatives detailed in 
the action plan will:

• reduce approval timeframes, saving both the 
Town and business applicants considerable 
time and money

• foster a ‘can-do’ business-friendly culture 
and deliver an improved experience for the 
Town’s small business customers

• ensure more efficient and effective use of 
Town resources

• align with the WA Government’s Streamline 
WA reform agenda.

Project background 
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The small business sector contributes more than $54 billion to  
WA’s economy and employs almost forty per cent of the private 
sector workforce.2, 3

Ninety-seven per cent of all businesses are considered small  
(fewer than 20 employees).¹ 

1. Australian Bureau of Statistics (June 2020) 8165.0 Counts of Australian Businesses, including Entries and Exits, June 2016 to June 2020, [time series spreadsheet], accessed 25 February 2021.
2. Value of small business to WA economy is an estimate using a revised SBDC model based on previous work undertaken by ACIL Allen using ABS data. All figures are nominal (ie. in 2019-20 dollars). 
3. Share of private sector employment is an estimate by ACIL Allen using ABS data. The figure is at June 2020.

Small business statistics 

Small business is big business in Western Australia,  
with 227,754 small businesses in the state1

97% of all businesses are classified as small

65.5%  
are non-employing

31.8%  
are small (1-19 staff)

2.5%  
are medium

0.2%  
are large

38.4% 
small

61.6%  
medium/large

21.1% 
small

17.1% 
medium

61.8% 
large

Share of private sector employment  
(by business size)

Share of private sector gross  
value added (by business size)

1.2m total private sector jobs $202.4b total private sector GVA

462,955  
small  
business  
jobs



10

The Town of Cambridge is located approximately eight kilometres west of the Perth CBD and incorporates the suburbs of 
City Beach, Floreat, Wembley, West Leederville and sections of Mount Claremont and Wembley Downs. The Town has 
a total land area of approximately 22 square kilometres with a population of 29,3321, which has grown by 1.5 per cent 
compared to the previous year.
The Town of Cambridge is a popular place to live, 
work, visit and invest, where residents place a high 
value on its inner-city charm, character suburbs, 
natural assets and quality streetscapes. Cambridge’s 
lively activity hubs, mixed-use areas and active 
spaces are attracting increased visitation and new 
businesses to the area. 

The Town’s strategic commercial centres and health 
district significantly influence the employment base 
of Cambridge with more than half of all local jobs 
being in the sectors of Health Care and Social 
Assistance, Professional, Scientific and Technical 
Services, and Education and Training. 

The Town of Cambridge is home to 3,995 registered 
businesses, with 98 per cent of those registered as 
small businesses (with fewer than 20 employees)2. 
The top four industry sectors with the highest number 
of small businesses are Professional, Scientific 
and Technical Services; Health Care and Social 
Assistance; Financial and Insurance Services; and 
Rental, Hiring and Real Estate Services.

The Town of Cambridge’s business landscape 

 1 Australian Bureau of Statistics, Estimated Resident Population 
2020 (compiled by profile.id) 

 2 Australian Bureau of Statistics (June 2020) 8165.0 Counts of 
Australian Businesses, including Entries and Exits, June 2016 to 
June 2020, [time series spreadsheet], accessed 25 February 2021
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Key Economic Indicators 2019-203 
• Gross Regional Product (GRP) $2.38 billion.
• 15,333 local jobs.
• Health Care and Social Assistance is the Town’s 

largest industry by employment.
• 15,370 employed residents.
• 3 per cent unemployment rate, compared to  

6.7 per cent WA unemployment rate (2021 
March quarter).

• $153.7 million total building approvals value.

The Town of Cambridge’s Economic Development 
Strategy 2018-2022 supports actions that deliver 
economic growth with key actions to attract and retain 
businesses in Cambridge. The Town is committed to 
nurturing, supporting and encouraging local small 
businesses through business support activities and 
communications, streamlined approvals processes, 
and urban planning that responds to business needs.

Small businesses engage mostly with their local 
government for the following reasons:
1. To access business support programs and initiatives.
2. To do business with the Town (procurement).
3. To apply for a permit, licence or approval.

The Small Business Friendly Approvals Program has 
provided the Town with an opportunity to critically 
review and analyse the business approvals journey to 
make it easier for small businesses to do business in 
Cambridge.

The Town of Cambridge’s business landscape 

 3 National Institute of Economic and Industry Research (NIEIR) 
and Australian Bureau of Statistics Compiled and presented by 
economy.id by .id informed decisions 

The Town’s top four small business categories

1
798
Professional, 
Scientific and 
Technical Services

2
624
Health care and 
Social Assistance

3
619
Financial  
and Insurance 
Services

4
560
Rental, Hiring 
and Real Estate 
Services
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The business application and approvals landscape for the Town of Cambridge    

The Town collects commercial approvals data to report against statutory timeframes. At time of print, the statutory timeframes for the processing of development (planning) 
applications are: 

• 60 days to determine applications where no consultation is required
• 90 days if any consultation is required.
Reporting data could be used as a guide to measure the difference made by implementing the initiatives set out in this action plan. However, it is important to note that data 
collected for statutory purposes does not reflect the actual timeframes the business customer experiences during the approvals process. For example, statutory timeframes 
allow ‘stop the clock’ periods and don’t include the time it takes for an application to reach the assessing officer. 

For the purpose of the Approvals Program, small business timeframes start when the application is lodged and continues until the applicant receives a determined outcome. 
Collecting the following data would assist in measuring small business timeframes:

• Number of days between the date a small business lodges an application and the date the application reaches the assessing officer.
• Number of days the application is with the assessing officer, including during internal and external referrals.
• Number of days between the date the applicant lodges an application and the date the applicant is provided with an outcome; positive or negative  

(application determined).
• Include an ‘under 20 employees’ check-box on application forms to identify small business applicants. 

2019/20 planning applications

39 total business-related planning applications 
received 

43 day average to determine business-related 
planning applications

Note: The Town does not currently collect data that allows comparison of 
complete versus incomplete applications.
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2019/20 building applications 

282 total business-related building permits issued

5 days average to determine business-related 
building applications 

Note: The Town does not currently collect data that allows comparison of 
complete vs incomplete applications.

At time of print, building assessment timeframes are in accordance with the 
Building Act 2011:

• Certified building permit applications: 10 business days  
(excluding public holidays)

• Uncertified building permit applications: 25 business days  
(excluding public holidays)

2019/20 health applications

140 Food Business registrations

32 Public Buildings

32 Event Application referrals

6  Food Business notifications

4 Skin Penetration Businesses

214 total business-related health applications received

Note: The Town does not currently collect data on the time taken to 
determine business-related health applications.

Categorising business approvals applications
The Town of Cambridge could further enhance timeframe reporting by 
implementing a categorisation system for approvals data collection:

• AUTO: Doesn’t require a formal approval, however, the applicant  
must complete and sign a checklist to receive an instant or expedited  
‘auto-approval’ or ‘quick-trade permit’. 

• SIMPLE: Requires an approval with internal referrals only. Application  
is completed with no advertising, no external referrals and no further 
information required.

• COMPLEX: Requires advertising, and/or external referrals, and/ 
or the application is incomplete and/or requires further information.
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Methodology and workshop approach

The SBDC engaged an expert facilitator to assist the Town of Cambridge in 
reforming their approvals processes and environment, using a human-centred 
design approach over a series of 12 workshops. These were delivered to a 
working group led by the Town’s Economic and Place Development Officer 
and comprising senior officers from the areas of Planning, Health, Compliance 
and Building Services, Customer Service, IT, Marketing and Communications, 
Infrastructure and Ranger Services.

Agile framework
The agile framework, referred to as the ‘skateboard to car approach’, allows for iteration, testing 
of prototypes and delivery of solutions as early as possible. In traditional project management, we 
work toward the ideal solution (‘the car’) by building one element at a time. The thinking behind the 
skateboard to car approach is that a set of wheels or a car door will not allow the customer to travel. 
Rather than making the customer wait for the car to be built, this approach proposes a skateboard which 
can be tested and enhanced until it becomes a scooter, a bike, a motorbike and then a car. The benefits 
of this approach are:

• early delivery of solutions to customers
• service provider’s momentum maintained after solution design, and
• risk of delivering an unsuitable solution (car) is minimised.
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Design principles
Early on, the working group brainstormed and agreed to the following design principles:

• simplify our approval process
• start small, learn and build again
• design with the needs of customers first
• think of other service units as ‘internal customers’
• develop achievable, consistent, timely and feasible solutions.

Methodology and workshop approach

Human-centred design
Human-centred design gives a voice to people who use and provide services. It gathers evidence to 
inform decision-making and examines behaviours and emotions, as well as systems and processes. 
It ensures solutions are designed with businesses and local government, drawing on their needs and 
experience.

The key steps to design thinking are commonly recognised as:

Empathise Define Ideate Prototype Test
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Empathise Phase

Customer insight 1

Customers find the approvals process complex  
and confusing

“A lot of paperwork, we want less paper”.

“A very manual process, can we have a unified 
online application and payment portal.”

“Documents are too complex.”

“I am time poor, I need my time to operate my 
business not to complete paperwork.”

“I’d like self-serve options to calculate my risk  
before applying.”

“Some of the costs I paid could have been avoided.”

Several local small business owners were invited to the first workshop to share their approvals journey with the 
working group. This was a crucial step in the ‘discover’ phase as it enabled working group members to gain a deeper 
understanding of the customer’s perspective and potential consequences of the current system.

Customer insight 2

Customers want their application to be approved 
within a reasonable timeframe

“The people at Cambridge have been very helpful 
and friendly, but the process can be unnecessarily 
complicated and takes too long.”

“Low level processes work well, but as soon as the 
process is escalated; it takes too long. If it goes to 
Council or committee it can take months.”

Customer insight 3

Customers find it difficult finding all the information 
they need to determine what they need approval for

“The website is difficult to navigate.”

“Provide us with appropriate information at the  
right time.”

Small business owner insights
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Customer insight 4

When a customer was able to deal with a person, 
their experience was more positive

“It was great to have the Town’s business advocate 
as a contact, it really felt like the Town was a positive 
partner in my business journey.”

“Let’s have more casual conversations.”

“We’d like pre-inspection appointments available to 
get input before a major investment.”

Staff Insights

The perspective of Town of Cambridge officers was 
also considered, and highlights the opportunity to 
improve processes and enable efficiencies.

“It’s sometimes hard to make positive changes when 
one or two people in the organisation aren’t willing  
to support those changes.”

“Applications that go to council can take several 
months to determine, causing delays for new 
businesses to open.”

“There is an appetite from the executive team to try 
new things and activate spaces such as Lake Monger 
and the beach.”

Empathise Phase
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Approvals Journey Map

The working group mapped out a simplified customer journey across building, planning and health. This exercise was used to build empathy for small business owners and consider:

• What the small business owner might be doing, thinking and feeling at each stage of the journey.
• How the Town interacts with the business owner at each stage.
• The pain points and opportunities the business owner may face along the way.
Through this mapping exercise, the working group identified that business owners felt excited and passionate albeit slightly anxious at the start of the business approvals 
journey, but felt increasingly frustrated and overwhelmed as the journey progressed.

Common pain points the group identified included high costs, low budgets and time delays – and delays cost money.

Quote from working group post-survey

“When working with small businesses in the future I will be more likely to 
view issues from their point of view and consider the background of the small 
business and the reasons why they are trying to do what they want to do.”
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Define and Ideate Phases

Following the empathy phase, the working group began to define and ideate the reform initiatives through the 
development of problem statements, ‘how might we’ statements and ideating possible solutions.  

These statements and solutions were categorised into four reform areas and relevant initiatives were identified, prototyped 
and tested.

Problem statement 1 The experience of approvals does not feel tailored to small businesses, and does not specifically address their needs

‘How might we’ statement How might we ensure the experience of approvals feels tailored and specifically addresses small business needs?

Possible solutions (ideation) Business liaison service; online application tracking; FAQs for customers and staff; dedicated support for small business through business approvals journey; 
information pack; promote business liaison service; self-serve at admin building and online; clear expectations and timeframes provided in advance; 
conversation-first approach.

Reform area EXPERIENCE - transforming the experience for small business

Initiatives - Implement a Small Business Liaison Team
- Integrated online portal to enable self-service
- Create an online bookings platform for planning, building and health meetings

Initiative(s) prototyped Small Business Liaison service

Quote from small business customers when asked about the value of a business liaison service:
“The business liaison service would greatly improve the business approvals experience. I don’t want to feel stone-walled and passed from person to person. The human element and interaction is 
very important, business approvals should start and end with good communications.”

“We want to work with the Town to make the community special - to live, work and play, and having a ‘conversation-first’ approach is a great idea”

“The business liaison service would greatly improve the business approvals 
experience. I don’t want to feel stone-walled and passed from person to 
person. The human element and interaction is very important, business 
approvals should start and end with good communications.” 
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Define and Ideation Phases

Problem statement 2 Small business approvals processes are poorly connected up, and focus on individual problems at the expense of the 
overall experience.

‘How might we’ statement How might we connect, streamline and/or consolidate processes for a consistently great application process?

Possible solutions (ideation) Online bookings for approval meetings; on-site meetings; application tracking; end-to-end process map; quick-trade permits; pre-inspection site visits (health); 
simplify application forms; online self-populating forms; improved application acknowledgement receipts and determination communications; parking calculations 
(cash-in-lieu); fast-track small business applications; improve data collection and timeframe reporting for small business applicants; combine application forms to 
reduce repetition.

Reform area PROCESS - A connected and consolidated approvals process

Initiatives - Review all application forms while working towards a single point of application
- Map all business approvals processes to streamline into a single, easy to understand process-map
- Create a communications network across the relevant teams to continuously check and amend the process

Initiative(s) prototyped Review all application forms

Quote from small business customer when asked about the value of a more connected and consolidated approval process:
“Great that this process has put the small business owner at the centre, keep it up!”

Problem statement 3 The information about small business approvals is overwhelming or absent – it is hard to find out what you need, when 
and why you need it.

‘How might we’ statement How might we present information more clearly and concisely, so that it is easy to find what you need, when you need it?

Possible solutions (ideation) Fix the jargon and poor navigation on website; business approvals roadmap; simplify website; interactive land use zoning map; fact sheets; be transparent, 
provide expectations and timeframes upfront; information pack; parking calculator; self-serve options; FAQs for staff and customers; support for small businesses – 
promotion, business support initiatives etc.

Reform area INFORMATION - the right information at the right time for small business

Initiatives - Make information on the website easier to find, use and understand
- Develop a visual roadmap for business approvals process
- Small business information pack/FAQs

Initiative(s) prototyped Make information on the website easier to find, use and understand

Quote from small business customer when asked about the value of information improvements:
“Doing something now is certainly better than doing nothing until when the future allows. Simple changes to the website will help me self-navigate. I am time poor so the quicker and easier I can 
access and find the information I need the better it is for me and my business.”

“New business owners don’t have experience with business approvals and we feel it is the Council’s role to guide and direct us, so being upfront with likely barriers will be very helpful”.
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Define and Ideation Phases

Problem statement 4 Small business related changes and improvements are slow to occur, if they occur at all – it is hard to try new things, 
and value isn’t replaced for a long time.4

‘How might we’ statement How might we make it easier to try new things, learn quickly and get to value fast?

Possible solutions (ideation) Quick-trade permits; retrospective approvals; support from management to enable staff to help customers more; implement a trial and error culture; risk 
management approach rather than risk averse; staff to be available for customers, take ownership and respond to enquiries with a “nothing is a problem” attitude.

Reform area INNOVATION AND CHANGE – embracing innovation and shift to “trust but verify” for low risk scenarios

Initiatives Implement quick-trade permits, starting with alfresco permits and introducing pre-allocated alfresco zones.

Create an Action Plan legacy “Leading Change” working group to act as a sounding-board and change facilitator for any future change management projects 
at the Town of Cambridge.

Initiative(s) prototyped Quick-trade permits - starting with alfresco permits and introducing pre-allocated alfresco zones.

Quote from small business customer when asked about the value of quick-trade permits:
“Time is money, so reducing the amount of time it takes to receive a permit would be well received”.

 4 Historical high turnover of officers has resulted in a loss of 
knowledge and experience specific to the Town of Cambridge, 
and has also contributed to delays in progressing reforms and 
improvements to benefit small business customers.

“Great that this process 
has put the small 
business owner at the 
centre, keep it up!”
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Implementation Plan

To ensure successful delivery of the reforms, the working group developed an 
implementation plan, drawing on input from internal subject matter experts 
where required. A summary of the plan is outlined on the following pages.
This plan aligns with the Town’s values and strategies as set out within the Community Strategic Plan and Economic Development Strategy.

In line with the agile framework and methodology, each initiative within the implementation plan is graded with

Project management and reporting

• The Town’s Place Development Officer will coordinate project delivery and reporting, and maintain oversight 
of change control.

• The Approvals Program working group will continue to work together as a project team and will create a 
project charter using the Town’s new project management framework - with the CEO as sponsor.

• The project team will continue to drive implementation of the four reform areas and initiatives.

• The project team will continue communicating across the organisation using the Town’s internal 
communications.

to represent the progress of each initiative.oror
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Implementation Plan

Reform area 1: EXPERIENCE Transforming the experience for small business
Why did we focus on this?
Small businesses told us the entire approvals 
process felt impersonal, disjointed and frustrating, 
except where they had a consistent point of contact. 

What will we do?
Provide a personalised point of contact and 
represent small business interests throughout the 
approvals process. 

How will we do it?
Establish an inter-departmental Quick Advisory Group 
(QAG) to support a small Business Liaison Team (BLT). 
We will trial this initially with the customer service team, 
test regularly, and expand on what works best.

Objective: To ensure the experience of approvals feels tailored and specifically addresses small business needs

Initiatives

Resources required 
(high/medium/low)

Timeframe

Benefit analysis 
(high/medium/low) Responsibility

KPI

Pe
op
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es
s

Te
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no
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gy

Bu
dg

et

Im
pa

ct
/

 
Be

ne
fit

Ef
fo

rt Contributors

1 Implement a 
Small Business 
Liaison Team (BLT) 
supported by a 
Quick Advisory 
Group (QAG).

M M L L 3 months H M
Lead: Customer service 

Support: Planning, Building, 
Health, Place Development

Target: BLT service to be 
externally promoted and 
publically available by 
December 2021.

Measured by:  Progress status 
% (25/50/75/100).

L L L L 6 months H L

M M M M 12+ months M M

2 Integrated online 
portal to enable 
self-serve.

M H H H 1 month M L
Lead: Customer service

Support: Records and 
Administration, IT and Comms

Target: Approvals online 
portal and payment 
integration available by 
December 2023.

Measured by:  Progress status 
% (25/50/75/100).

M M M M 6 months M M

M H H H 2+ years H H

3 Create an online 
bookings function 
for businesses to 
book meetings with 
planning, building, 
health or the BLT. 

L M L L 6 months M L

Lead: Customer Service

Support: Planning, Health, 
Community Development 

Target: Online bookings 
function to be live by October 
2022.

Measured by:  Progress status 
% (25/50/75/100).
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Implementation Plan

Reform area 2: PROCESS A connected and consolidated approvals process
Why did we focus on this?
Current approval processes are inefficient, poorly 
connected and focus on individual problems rather than the 
whole experience, causing costly delays for all. 

What will we do?
Define a detailed architecture for the end-to-end 
approvals process to prioritise improvements, 
increase connection, and decrease silos over time.

How will we do it?
Work with the QAG to identify key subject 
matter experts to create a detailed process map 
and ensure it remains accurate over time. Early 
focus areas for subsequent improvement include 
consolidation of processes and online forms.

Objective: To better connect, streamline, and/or consolidate processes for a consistently great application experience

Initiatives

Resources required 
(high/medium/low)

Timeframe

Benefit analysis 
(high/medium/low) Responsibility

KPI
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1 Review all forms to 
create a suite of online 
forms whilst progressing 
towards a single point of 
application.

M M H L 3 months H M
Lead: Planning Admin

Support: Planning, 
Building, Customer 
Service, Finance

Target: Fillable online PDF 
forms for all applications 
available online by February 
2022.

Measured by: Progress status 
% (25/50/75/100).

M M L L 6 months M L

M M H M 12+ months H H

2 Map all business 
approvals processes to 
streamline into a single, 
easy to understand  
process-map.

M H L L 6 months H M
Lead: Planning Admin

Support: Planning, 
Building, Health, Place 
Development, Customer 
Service

Target: All processes to be 
mapped by February 2022.

Measured by: Progress status 
% (25/50/75/100).M L L L 8 months M L

H H M M 12+ months M H

3 Create a communications 
network across the 
relevant teams to 
continuously check and 
amend the process so it 
stays simple and relevant.

M L L L 3 months M L

Lead: Planning Admin

Support: Small Business 
Friendly Approvals 
Working Group

Target: Processes to be visible 
and available to view in Content 
Manager for all relevant teams 
by December 2021.

Measured by: Progress status 
% (25/50/75/100).
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Reform area 3: INFORMATION The right information at the right time for small business
Why did we focus on this?
Small businesses and staff told us information on the 
approvals process is simultaneously overwhelming 
and hard to access. 

What will we do?
Provide information clearly and concisely so it 
is easy to find when small businesses (and staff) 
need it.

How will we do it?
Start by improving the small business content on the 
Town’s website, with input from small businesses and 
content champions across the organisation.

Objective: To present information more clearly and concisely, so it is easy to find when you need it

Initiatives

Resources required 
(high/medium/low)

Timeframe

Benefit analysis 
(high/medium/low) Responsibility

KPI
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1 Make information 
on the website 
easier to find, use 
and understand, 
starting with a 
dedicated section 
on website for all 
business information.

L L L L 1 month M L
Lead: Place Development 
Officer

Support: Planning, 
Building, Health, Rangers, 
Communications, Customer 
Service, ICT.

Target: All business information 
to be in one place on the 
website with an improved 
web sitemap implemented by 
February 2022.

Measured by: Progress status 
% (25/50/75/100).

M M M M 6 months M M

H H H H 18+ months H H

2 Develop a visual 
roadmap for 
business approvals 
process.

L L L L 3 months M M
Lead: Place Development 
Officer

Support: Planning, Building, 
Health, Rangers, 
Communications, Customer 
Service, ICT.

Target: A static visual of the 
business approvals journey to 
be added to the website by 
February 2022. 

Measured by: Progress status 
% (25/50/75/100).

L M L L 5 months M M

H H H H 12+ months M Dependent 
on process

3 Small business 
information pack/
FAQs.

L L L L 1 month L L Lead: Customer Service 
Officer

Support:  Planning, 
Building, Health, Rangers, 
Communications, Customer 
Service, ICT.

Target: Business Approvals 
FAQs to be available to 
businesses by December 
2021.

Measured by:  Progress status 
% (25/50/75/100).

L L L L 3 months M L

H H M M 12 months H M
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Reform area 2: INNOVATION AND CHANGE A shift to “trust but verify” for low risk scenarios
Why did we focus on this?
Small businesses and staff feel it is hard and slow to do 
things differently. Overregulation is embedded across a 
range of areas, including alfresco permits. 

What will we do?
Get approvals out faster by appropriately 
managing risk, trying new things, and adapting to 
get to value quicker. 

How will we do it?
Start by creating a “quick-trade” approvals process 
for low-risk scenarios with a collaborative approach 
to compliance, starting with alfresco permits.

Objective: To make it easier to try new things, learn quickly and get to value fast

Initiatives

Resources required 
(high/medium/low)

Timeframe

Benefit analysis 
(high/medium/low) Responsibility

KPI
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1 Implement quick-trade 
permits, starting with 
alfresco permits and 
introducing pre-allocated 
alfresco zones.

H H M L 1 month H M
Lead: Environmental 
Health and Compliance

Support: 
Communications, ICT

Target: 75% of all alfresco 
permit applications to be 
determined within 48 hours by 
February 2022.

Measured by: Number of 
hours between application 
time and approval time per 
application.

M M M L 3 months H M

M M H L 6 months H M

2 Create an Action 
Plan legacy “Leading 
Change” working group 
to act as a sounding-
board and change 
facilitator for any future 
change management 
projects at the Town of 
Cambridge.

H M L L 3 months H M

Lead: Place 
Development Officer

Support: Small Business 
Friendly Working Group 
members

Target: To have met at least  
4 times by October 2022.

Measured by: Number of 
“Leading Change” meetings 
and projects submitted to the 
group.
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