COUNCIL BRIEFING AGENDA
5.10

07 SEPTEMBER 2021

SMALL BUSINESS DEVELOPMENT CORPORATION - SMALL BUSINESS FRIENDLY
APPROVALS PROGRAM

Attachments:

1.

Small Business Friendly Approvals Program Round Two - FAQs

RECOMMENDATION:
That Council ENDORSES the City’s participation in the Small Business Development Corporation
Small Business Friendly Approvals Program.

PURPOSE OF REPORT:
To consider supporting the City’s participation in Round Two of the Small Business Development
Corporation (SBDC) Small Business Friendly Approvals Program (Approvals Program).
BACKGROUND:
On 11 December 2018 at its Ordinary Meeting, Council agreed to the terms outlined in the SBDC’s Small
Business Friendly Charter and to implement the Small Business Friendly Local Government initiative.
The Small Business Friendly Local Governments initiative recognises and promotes local government
authorities in Western Australia that are committed to actively support small businesses in their local area.
On 15 September 2020 at its Ordinary Meeting, Council endorsed the City of Vincent Rebound Plan
(Rebound Plan) which outlines the activities the City is currently undertaking to actively support local and
small business.
DETAILS:
In 2019, the SBDC piloted the Approvals Program in partnership with the City of Canning and City of Stirling.
Through the pilot, the SBDC sought to work with each local government to map the approvals pathway for
small business customers and co-design reforms to enhance the customer experience and achieve more
streamlined approvals processes.
Since the conclusion of the pilot, the City of Canning and City of Stirling have reported excellent results,
including internal efficiency and time savings for their business customers. The City of Stirling has also
reported a 25% reduction in approval timeframes for development applications.
Due to the success of the pilot, the SBDC has been funded by the State Government to partner with an
additional 20 local governments across 2020/21 and 2021/22.
In 2020, as a member of the Small Business Friendly Local Governments initiative, the City was invited to
submit an Expression of Interest (EOI) to participate in Round One of the Approvals Program but was
unsuccessful due to the competitive nature of the EOI process and the unprecedented number of quality
submissions.
Administration has been in contact with participants of both the pilot and Round One of the Approvals
Program, including the City of Canning, City of Stirling, and Town of Cambridge. Administration has received
positive feedback from all three local governments and would like to participate in the program as part of our
service delivery improvement process.
In July 2022, the City was provided the Approvals Program Frequently Asked Questions document included
as Attachment 1 and invited to submit an EOI to participate in Round Two of the Approvals Program.
Administration is seeking Council’s endorsement to participate in the Approvals Program.
CONSULTATION/ADVERTISING:
The opportunity to participate in the Approvals Program was discussed and supported at the 25 August 2021
Rebound Roundtable.
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The outcome of the EOI submission process will be confirmed at the November Rebound Roundtable and
reported to Council as part of the quarterly Rebound Plan update in December 2021.
LEGAL/POLICY:
Nil.
RISK MANAGEMENT IMPLICATIONS
Low: It is low risk for Council to endorse the City’s participation in the Approvals Program.
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.
Innovative and Accountable
Our community is satisfied with the service we provide.
SUSTAINABILITY IMPLICATIONS:
On 18 August 2020, Council supported the ‘Statement of Principles’ announced by the Mayors of the C40
Climate Leadership Group with the goal to build a better, more sustainable, more resilient and fairer society
out of the recovery from the COVID-19. The Rebound Plan, including Action 2.6 Improve the customer
experience for businesses, has been considered against the Statement of Principles and has been found to
be in alignment.
PUBLIC HEALTH IMPLICATIONS:
This is in keeping with the following priority health outcomes of the City’s Public Health Plan 2020-2025:
Increased mental health and wellbeing
The economic hardship experience by small businesses in response to the COVID-19 pandemic has
impacted the mental health and wellbeing of the local business community. The Approvals Program presents
an opportunity to improve the small business customer experience when engaging with the City. By
improving the experience when applying for permits and approvals, the City could mitigate poor and stressful
customer experiences, and positively contribute to the wellbeing of the small business community.
FINANCIAL/BUDGET IMPLICATIONS:
The Approvals Program is fully funded by the State Government. It is valued at $100,000 per local
government which covers the cost of the SBDC’s dedicated project management resources.
The resources the City must commit to meet program requirements will be met through the existing 2021/22
operational budget. The implementation of the identified reforms developed during the program will be met
through the existing operation budget or considered as part of the City’s annual budget process.
COMMENTS:
The Approvals Program aligns with the City’s Strategic Community Plan and Rebound Plan. Participation in
the Approvals Program would assist the City to meet the following key objective of the Rebound Plan:
Provide a business enabling environment that supports local and small business to innovate and rebound to
sustainable economic performance.
The City is committed to supporting local and small business and has made several improvements to
progress Rebound Plan Action 2.6 Improve the customer experience for businesses. Although improvements
have been made, there are still many opportunities to further streamline the City’s approvals processes.
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The Approvals Program presents an invaluable opportunity for the City’s service units to work crosscollaboratively with the guidance from a human centred design facilitator and the SBDC’s dedicated project
team.
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The Small Business Development Corporation (SBDC) has compiled
a series of Frequently Asked Questions about the Small Business
Friendly Approvals Program (Approvals Program) to help inform
local governments interested in participating in the initiative.

These questions include:
•

QI,

What is the Approvals Program?

•

Q2.

What responsibil ities do the SBDC and the loca l government comm it to?

Q3.

What steps are involved in the Approvals Program?

•

Q4.

Which loca l governments have pa rticipated in the p rogram to date?

•

QS.

What were the outcomes from the pilot projects and Round One?

•

Q6.

What are the benefits of participating in the Approvals Program?

•

Q7,

How much does it cost lo participate in the Approvals Prog ram?

•

QS.

What commitment is requi red from the local government?

•

Q9,

Why do local governments need to provide baseline data?

QIO. How does my loca l government sign up to the Approvals Program?

•

Qll. Who con I contact for further information about the Small Business
Friend ly Local Governments initia tive or the Approvals Program?
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Q 1. What is the Approvals Program?
The Approvols Progra m is on initiative of th e SBDC thot seeks to tran sform the sma ll business customer experience w hen
appl ying for permits and approvals from loca l government authorities.
Importantl y, the program represents o portnership between th e stole and local government sectors which is formolised
thro ugh o memorandum of understanding between the SBDC and participa ting local governments.
With o budget o f $2.2 million over its life, the program rep resents o signifko nt investment by the Stole Government
towards driving local governme nt efficiencies and building local economies.
The program is uniquely different from more traditional government projects in th e foci 1h01it adheres to hu man ce ntred
design principles. It brings together re presentatives from across the loca l government admini stra tion who, via a series
of wo rkshops, will be expertly gu ided throug h activities designed to build empathy for the customer, understan d the
problems and opportuniti es facing the loca l government and customers, and crea tively design and p rototype solutions.
Local governme nt officers are encouraged to adopt an agile approach to solution desi gn and lo explore various
iterations of each reform - that is: what con be done now, soon and later? What co n be
done using existing or additional resources?
At the com pl etion of th e workshops, local governments will receive the following deliverab les:

l. An Executive Report outlining the process, findings and reform themes.
2. An Impleme ntatio n Plan outlining the d etail of each reform , with associated re source implications, respon sibilities
and key performance indicato rs.
The SBDC will offer guidance and support os the local government commences the implementation of its reform schedule.

Q2. What responsibilities do the SBDC and the local government commit to?
The SBDC is the program owner and is respo nsible for:
•

engaging and funding the works hop fa cilitators

•

assisting with logistics ond administration

•

participating in workshops

•

presenting to the local government executive team and Council (as needed)

•

co-dra fting the implementation pion

•

preparing th e Execu ti ve Report

•

overseeing biannual progress updates

•

reporting to the Deportment of Treasury on progra m outcomes

•

provision o f support to loca l governments foll owing th e co mpleti o n of the workshops

•

shoring success stories and reform case studies.

Local governme nts are re sponsible fo r:
•

provis ion o f approvals baseline data

•

identifying small business operators that could be interviewed during the program

•

appointment of o project lead

•

establishing o working group of officers with appropriate seniority from across key se rvic e area s that may include
planning, building, health, econom ic development, customer service, communications and IT; and permitting them
to participate in all workshops

•

accepting the evidence-based findings of the working group

•

implementing the reforms in a timely manner, w here possible

•

reporting to th e SBDC o n its reform implementation statu s.
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Q3. What steps are involved in the Approvals Program?
Participation in the Approvals Program comprises the following stages:

Stage 1

Stage 2

.

Expression of Interest process
Managed by the SBDC, the expression of interest process will open on l August 2021 and will

.
.

close on 30 September 2021.

•

Successful local governments will be notified by 31 October 2021.

A pre-requisite fo r participation in the Approvals Program is being o member of the SBDC's
Small Business Friendly Local Governments initiative .
A selection panel will be established to review all applications .

Pre-workshop administration

•

The local government project lead will be required to schedule pre-commencement meetings
w ith the local government CEO and Executive tea m, identify and contact small businesses that
cou ld con trib ute their experiences with th e working group, and provide approvals data to the
SBDC ond book appropriate meeting rooms ond resources.

Stage 3

Workshops

•

Th e core program is typically delivered over 12 cloys, with working group members requ ired to

.

attend all workshops.
In some instanc es where th e local government is located regionally, or resource constraints
prevent the loco I government from committing to this full program, o reduced workshop schedu le
may be negotiated.

Stoge 4

Executive endorsement of reforms and the implementation pion.

Stage S

Implementatio n of reforms ond reporting to the SBDC.

Q4. Which local governments have participated in the program to date?
The SBDC piloted the Approvals Program in 2019 with the Cities of Conning and Stirling.
Following o similar Expression of Interest process unde rtaken lost year, the SBDC selected the following local
governments to partner with in Round One of th e program (Jonuory 2021 to December 2021 ):
•

City of Armodole

•

Shire of Esperance

•

City of Rocking horn

•

City of Busselton

•

City of Joondolup

•

City of Subiaco

•

City of Bunbury

•

City of Karrotho

•

City of Wonneroo

•

Town of Cambridge

•

City of Kwinono

•

City of Cockburn

•

City of Melville
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QS. What were the outcomes from the pilot projects and Round One?
Throug hout th e pilot proj ec ts and Ro und One of the prog ram , the fo llowing common refo rm themes have emerged:
•

better info rmatio n

•

business concierge function (' one sto p shop' )

•

fast- tracked/ automated approvals

•

streamlined processes

An overview of these refo rm themes ond reform focus area s is outlined in Figure One.
Figure One: Reform themes and focus areas

Websile

BETTER INFORMATION

STREAMLINED
PROCESSES

lnlernal a nd exlernal
com municati ons

Sing le form - enlerin g
informatio n only o nce

Forms

Collaboratio n across
serv ice areas and across
local gove rn menls

Abaul lh e process and
limefrom es

Updates to pla nn in g
scheme

What can and can'I be
done in a localia n
Partnersh ips with sta keho lde rs
and community g roups
Cuslomer ab le lo access
info rmation in the mo de
and time thal suils them
Applica tio n a nd Address
Assistant'

Foster referrals to
assessin g office rs
and service areas

FAST-TRACKED
/AUTOMATED
APPROVALS

BUSINESS
CONCIERGE
FUNCTION

lnsla nl approva l for
low ri sk oc::tivilies,
such as alfresco
and sig nage

Sing le poin l al
contac t fo r queries
and o ppl icoli ons

Re-writi ng the rule s
- w ha l doesn'I even
need o n o pprovo l2

BENEFITS:
Better quality
opplicofons,
breaking dawn silos,
improved efficiencies
lor loca l govt olncers,
greater clo rily for
business custome rs,

fasler approvals,
increased productivity
fa r cuslomers

Sing le Trading
Perm il fo r businesses
ope ralin g across loca l
governme nls
0

Consislency across loca l
gove rn men ls
· An initio ti ve developed

by the

Ci ty of Sti rli ng

• 'An initiative deve lo pe d by th e City of Canning, C ity of Gosnell, and Town of Victoria Park

Q6. What are the benefits of participating in the Approvals Program?
The importance of small business to W estern Au stralia 's economy is signifi ca nl. In 2019, small businesses contributed over
$50 bi llion to the State's economy. Small businesses also create more jobs than the ir medium -size d or large competitors,
employ ing 41 perce nt of the total private sector workforce, w hich was just under 500,000 peopl e in 2019.
The COVI D- 19 pandemic has ill ustrated how agil e and resilient small businesses can be, but has also highlighted
the need for governments at all levels to engage w ith and support the business commun ity as it strives fo r long-term
sustainability and resilience.
By reviewing and reforming processes through a small business customer lens, local governments ca n demonstrate their
commitment to growing and diversifying their economies, crea ting loca l jobs and enabling a more productive business
environment.
The benefits of the Approva ls Pro gra m are far reaching , w ith benefits to th e broa der busin ess comm unity and with in the
local government itself. Throu gh improved clarity of information, o central point of contact, simplified and streamlined
processes, a re -writing of the ru les, and red uctio n in opprovol tim efromes, businesses w ill be more productive,
experi ence less frustration, sub mit higher quality applications, and will be able to get on with running th eir business and
employing workers much sooner.
The SBDC recognises tho l every dollar o small business con save o n approval-related costs and delays is on extra dollar it
can put to a productive use, generating income and jobs for the loca l community and for all Western Australians.
Based on preliminary data, th e SBDC estimates that if o loca l governm ent was to reduce development application
timeframes by 30 days1, ii would result in o total estimated saving of$ 1.37 million fo r local bu sinesses per year. Through
5
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the local multiplier effect, this wou ld increase Western A ustrali a's economy by$ 1.72 million: th e equival ent of creating a
further 15 Full Time (Equ iva lent FTE) jobs.
Loca l governme nt office rs participating in the prog ra m w ill al so have a professional development o pportunit y; have the
opportunity to wo rk across service areas to solve co mplex, mul ti -faceted problems; co ntri bute to the stra tegic direction of
the organisation; and redesig n how thin gs are done internally.
The loca l governm ent will experience efficiency gains, w hich mea ns th at resou rces can be rea lloca ted to customerfacing services or o ther more producti ve tasks.
Feedback from local govern ment officers that have par ticipated in the Approval s Program, and feedback from small
business operators that we re intervi ewed as part of the program is outl ined be low.

Feedback from local government officers
Question: what are some of the positive outcomes of being selected to participate in the
Approvals Program?
" Working with a greal team of people who were also very passionate about this proiect. "

"The feeling of working hard to come up with ideas to makes changes that will directly impact the customer's
experience with the City. "
"The chance to collaborate across service units and gain o be/fer underslonding of other's roles in the small b usiness
approvals process. "
"New tools, resources and ideas to use for future projects ..."

Question: What additional skills and insight have you gained through the program that w ill help
you when working with small business in the future?
"One additional insight this workshop provided was humanising small businesses. By actually hearing the Voice
of the Customer in person, it allowed me to think through the black and white of the approval process and relate to
the humans on the o ther side. II allowed me lo fully appreciate that we 're helping people in their lives. These small
businesses are their hopes, their dreams, and their livelihoods. They need us to do our absolute best in order for
them ta provide for their families and the community."

Question: Are there any other comments you would like to share about the program?
" This was o fantastic program that I feel very honoured to hove participated in. The project style was unlike anything
I hove done before and / loved every minute of it. "

"It's a great initiative and an eye opener for the challenges faced by City residents who want to open a business.
The workshops were very well structured and ensured maximum participation over the 12 days. There was a lot of
research done prior to the workshops which contributed well to the six weeks. "

Feedback from small business operators interviewed as part of the program

"Th ank you for having me there. I felt very supported and listened to, and felt very safe lo be honest. I think it
is a very positive thing that the city. .. is doing, and I believe they will be leading the way for other government
organisations." [Small b usiness owner, hospitality business]
"Please pass on my congratulations to the group. I was blown away by not only the amount of work that had been
done, but by the empathy and undersfanding of small business issues that shone lhrough. Thank you again for giving
me the opportunity to be a port of this awesome proiect. " (Small business owner, hospitality business)
"Courageous is when fhe city... asks yo u for honest feedback about their small business approvals process, then
hos the openness and transparency to invile you bock to presenl on their outcomes and plans for the future and ask
for feedback. Impressed duly, and glad to be able to contribute to this great community. " /Small business owner,
technology business)

' Based on 100 a pplications a cross. the reta il and hospitality sectors.
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Q7. How much does it cost to participate in the Approvals Program?
The State Government is fully funding the cost of the program's delivery, which is valued ot $100,000 per
local government. This cove rs the cost of the human centred design locilitotor ond the SBDC's dedicated pro ject
monogement resources.
While loco I governments ore not required to provide ony finonciol contribution up front, they ore required to commit
resource copoc ity to mee t program requ irements, ond cover ony costs ossocioted with implementing th e reforms
developed during the program.

Q8. What commitment is required from the local government?
While no upfro nt finon ciol comm itme nt is required by loco I governments, there is o requirement to commit to the
fo llowing:
•

Establishing o cross-functional working group of officers to porticipote in the workshops ond be involved

•

The working grou p is to be comp rised of o project leod (n ominated by the loca l government CEO) ond
represe ntatives from key service oreos across the orgonisotion - such os planning, building, health, customer

•

These officers wi ll hove appropriate seniority (senior offi cer or team coord inator position), sub jec t matter expertise

in leading the imp lementation o f reforms within the orgonisotion .

service, economic development, commun ications ond marketing, ond IT.
ond on ability to shore the opprovol po thwo y or customer interaction po ints for th eir service ore o with the brooder
workin g group.
•

Those nomi nated for the pro ject lead and working group membership must hove the confidence to identify
improvements to current processes, ond be given permission to freely contribute lo develo ping refo rms thot will
result in tronsformotiono l change.

At the completion of the workshop phase, local governments w ill then be require d to co mmence implementa tion
of th e identified reforms. The SBDC hos observed that local governments tend to hove the most success when th e
implementation team is comprised of the working group mem bers.
Loco I governments ore olso required to report to the SBDC on th e status of th eir reform implementatio n ot six monthly
intervals, until oll reforms hove be en implemented

Q9. Why do local governments need to provide baseline data?
As port of the Expression of Interest process, local governments ore asked to provide ba se line doto re lated to planning,
building ond health opplicotions for business custo mers. Th is doto is used by the SBDC ond the local government for
the fo llowing :

• To baseline curren t performance.

• To identify oreos for improveme nt prior to comme nci ng the workshop process (for example: there has been a
trend id entifi ed w hereby incomplete applications hove longer overage approval tim es. Th is highlights thot o focus
area for the loca l government cou ld be improving the quality of app lications to immedia tely reduce approval
timefromes).
•

To measure the success al the Approvals Prog ram over time as reform s ore implemented. The mo in quantifiable
measure for th e program is o reduction in approva l timefromes.

• To assist loca l governments quantify the benefits to the local economy through participation in the prog ram,
w hich can th en be used in marketing and promotional material.
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QlO. How does my local government sign up to the Approvals Program?
Loco I governments ore se lected to porti cipote in the Approvals Program through o competitive Expression of Interest
process. One of the prerequisites is thot local governments o re olreody porticipoting in the SBDC's Smo// Business
Friendly Loco/ Governments initiative.
Expressions of interest fo r Round Two open on 1 August 2021 ond close on 30 September 2021.

Qll. Who can I contact for further information about the Small Business
Friendly Local Governments initiative or the Approvals Program?
If you would like further information about the Small Business Friendly Loco/ Governments initiative, or wo uld like
to di scuss the Approvals Program, please visit smallbusiness.wa.gov.au/abo ut/projects-and -initiatives or co ntact
Lauren Westcott, Approvals Program Manager, on 6552 3307 or at la ure n.westcott@smallbusiness.wa.gov.a u.
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