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9.7 SMALL BUSINESS FRIENDLY APPROVALS PROGRAM - FINAL REPORT 

Attachments: 1. Small Business Friendly Approvals Program - Final Report    

 
  

RECOMMENDATION: 

That Council NOTES: 

1. the Small Business Friendly Approvals Program – City of Vincent Final Report at Attachment 1; 
and 

2. Administration will be reporting progress of the 33 reforms of this report to the Small Business 
Development Corporation and Council every six months. 

 

 

PURPOSE OF REPORT: 

For Council to note the final report for the City of Vincent Small Business Friendly Approvals Program 
(SBFA), produced by the Small Business Development Corporation (SBDC). 

BACKGROUND: 

The City of Vincent was selected to participate in the Small Business Friendly Approvals (SBFA) Program, 
being one of 20 successful local governments. The program is delivered by the Small Business Development 
Corporation (SBDC) who invest skills, knowledge, experience and budget to successful local governments. 
 
The SBFA Program utilises Human Centred Design Thinking which involves participation from approvals-
based teams and communications-focused teams. This includes team members who specialise in Building, 
Compliance, Customer Service, Environmental Health, Information Technology, Marketing, Place, Rangers, 
Statutory Planning and Strategic Planning. The City collectively contributed the equivalent of six months work 
by having team members attend 12 workshops, with Ink Strategy as facilitators. 
 
The workshop journey included the following steps: 
 
1. Empathise – understand user/customer needs. 
2. Define – What and why is it important? 
3. Ideate – How do we solve it/improve? 
4. Prototype – Bringing ideas to life. 
5. Test – Does it work? 
6. Embed – Embedding and supporting? 
 
SBDC provided the City with small business statistics prior to commencement of the program. Of the City’s 
5,566 businesses, 5,416 (97 percent) are small businesses and 3,278 are sole traders. A small business 
employs 0-19 people. These businesses contribute to a gross regional product of $4.1billion. This data 
reflects that small businesses are an essential part of the local economy, which is reflected in the Thriving 
Places priority of our Strategic Community Plan (SCP). 

DETAILS: 

The final report produced by SBDC can be viewed at Attachment 1. This report contains information on the 
six stages of the workshop journey, which resulted in 33 reforms. These reforms were refined from >300 
ideas during the Ideation Phase and incorporated feedback from some local small businesses. 
 
This feedback was obtained from Ink and formed part of the Empathise Phase. Four main themes emerged 
from this input, as detailed in the following table: 
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Theme Selected Quote 

Progressive outlook; constrained frameworks Council presented as being very forward thinking, but the 
systems and processes don’t back this up 

A need to better understand small business 
pressures and need 

I wanted to work collaboratively, but felt it was really 
difficult. I wanted to talk to someone but was always being 
told to ‘put it in writing’ 

Limited ownership and consistency The entire approvals process was not communicated up 
front 

Help me to help myself Expectations were difficult to understand and interpret 

 
Two businesses provided advice on their experiences during the workshops which helped the SBFA team to 
consider ideas on how their experience could have been improved. These ideas were grouped into three 
reforms areas, being: 
 
1. Better information – to make it easier for small businesses to navigate and understand requirements of 

the application and approvals process when starting, pivoting or growing their business. 
2. Business Support Service – to support small business through a coordinated and collaborative five 

staged approach as they undertake their enquiry, pre-lodgement, lodgement, assessment/approval 
and operational journey. 

3. Streamline processes to improve the customer experience – to implement solutions that streamline 
and expedite processes linked to small business applications and strengthen the system and tools that 
support process improvement. 

 
Delivery of the 33 reforms is supported by an operational Implementation Plan which contains tasks and 
defines success. The progress of these tasks is reported to SBDC every six months. Some of the reforms 
were progressed during the protype and testing phase of the workshops and it is expected implementation of 
these key tasks would be completed soon. These include: 
 

• An overarching small business journey roadmap (part of Reform 1.5); 

• Online approvals self-assessment questionnaire (Reform 1.14); 

• Developing a workflow to embed a Business Support function (Reform 2.1); 

• Initial review of forms (Reform 1.7); 

• Drafting of an acoustic consultant’s matrix to guide small businesses on when a report is required 
(Reform 1.6); and 

• Steps to consolidate information on business enhancement opportunities through the website 
(Reform 1.13). 

CONSULTATION/ADVERTISING: 

Selected businesses participated in the ‘Empathise’ phase of the program. 

LEGAL/POLICY: 

All Acts, Regulations, Local Laws and Policies that relate to Small Business approvals. 

RISK MANAGEMENT IMPLICATIONS 

Low:  It is low risk for Council to note this report. 

STRATEGIC IMPLICATIONS: 

This is in keeping with the City’s Strategic Community Plan 2018-2028: 
 
Thriving Places 
 
We are recognised as a City that supports local and small business. 
We encourage innovation in business, social enterprise and imaginative uses of space, both public and 
private. 
 
Innovative and Accountable 

Our community is satisfied with the service we provide. 
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SUSTAINABILITY IMPLICATIONS: 

This is in keeping with the following key sustainability outcomes of the City’s Sustainable Environment 
Strategy 2019-2024.  
Waste Reduction 

PUBLIC HEALTH IMPLICATIONS: 

This is in keeping with the following priority health outcomes of the City’s Public Health Plan 2020-2025: 
 
Reduced exposure to environmental health risks 

FINANCIAL/BUDGET IMPLICATIONS: 

Thirty of the 33 reforms do not have a budget implication and these reforms can be delivered utilising 
existing budget. Three reforms may have a budget implication; however, these reforms require some further 
development to understand what the costs are and whether the costs can be incorporated into existing 
budget. 

COMMENTS: 

The SBFA reforms are to be delivered over a two-year period with Administration providing a performance 
report to SBDC every six months. Selected small businesses participated in the journey and were impressed 
with the progress the City made as part of this Program. The reforms of this program align strongly with the 
SCP and are being incorporated into corporate business planning. 
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