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Introduction
Planning Services
The statutory planning function in Doncaster sits within the Council’s Development
Service section. The Development Service consists of four teams; Development
Management, Technical Support & Improvement, Planning Policy & Environment
and Building Control.

Planning - our purpose
All our teams play a key part in delivering many borough wide and corporate
objectives. This includes helping to create a strong local economy; supporting
healthy, safe and vibrant communities; enhancing and protecting the quality of
Doncaster’s built and natural environment; and ensuring the number and quality of
homes in Doncaster meets housing needs.
We achieve this by providing modern business and customer interactions and
delivering our underlying purpose:
“To grant good development quickly without any unnecessary cost or delay.”
To achieve this, we continually review our processes and performance as well as
obtain feedback from customers.
Local Authorities are very target driven. Targets are important, yet we need to
ensure opportunities are not missed when it comes to improving the customer
experience. We adopt a performance and quality framework which embraces
continual improvement.

Our commitment
We are committed to delivering a quality, value for money service which our
customers want.
We are constantly looking to improve and our performance and quality framework is
providing us with the vital information needed to do this.
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How are we performing?
Planning application and decision statistics
We need to report to Central Government on a quarterly basis the number of
planning applications made and permissions decided.
Applications are categorised in to Major, Minor and All Other Developments.
Once a planning application has been validated, the local planning authority should
make a decision on the proposal as quickly as possible, and in any event within the
statutory time limit unless a longer period is agreed in writing with the applicant.
The table below shows how we did in 2019-20.
Major

Minor

Other

No. of decisions issued

70

406

786

No. issued within
target or agreed
extension

67

377

748

Government target

60%

70%

70%

Percentage issued
within target

95.71%

92.80%

95.17%

Percentage change
compared to 2018-19

+2.06%

-0.54%

+1.13%

The statutory time limits are
usually 13 weeks for applications
for major development and 8
weeks for all other types of
development (unless an
application is subject to an
Environmental Impact
Assessment, in which case a 16
week limit applies).
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How many decisions have we determined in previous years?

For more information on the performance of local planning authorities visit:
https://www.gov.uk/government/collections/planning-applications-statistics

Number of housing completions
These figures show the number of housing completions for new build dwellings
within the Doncaster borough. The housing completion figures are based on the net
additions to the council tax register.

You can access more information relating to the national statistics on new dwellings
in England via the following link:
https://www.gov.uk/government/collections/house-building-statistics
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Employment land development
These figures show the amount of employment land take up and development within
Doncaster which demonstrates the level of economic growth within the borough.
The 2019/20 employment land survey is currently work in progress. Once complete
it will be published on the following webpage:
http://www.doncaster.gov.uk/services/planning/monitoring-and-implementation
There is also a useful summary report in the Local Plan evidence base:
Employment Land Availability Summary - doc. Ref. SDEB7.1
https://www.doncaster.gov.uk/services/planning/local-plan-examination

Year

Total Employment
land developed (Ha)

2014

12.92

2015

15.65

2016

36.44

2017

78.85

2018

40.32

2019

25.28
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What are the statistics for
2019/20?
Adhering to government targets is important but we need to understand all aspects
of our work that contribute to delivering our service.
The following statistics derive from our performance framework.
The information from the framework enables us to understand our work by: learning
from the statistics, providing us with a real rounded performance story, knitting
together useful pieces of information and challenging ourselves in how we deliver
our service.
The framework is an ongoing statistical and feedback process, providing a continual
assessment and improvement tool which aids our business planning process.

Key statistics for Doncaster in 2019-20
How much work is valid on Day One?
The graph below shows the proportion of planning applications that are valid on
receipt and could be worked on straight away.
Invalid applications cause unnecessary delay to the applicant and to the Local
Planning Authority. This is avoidable time and cost associated with moving the
application forward.

Based on Planning Advisory
Service benchmarking statistics
the average % of planning
applications valid on day 1 is
34%
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Days from declared valid to decision issued
The chart below shows the average number of days between all applications being
declared valid and a decision notice being issued.

The average days between valid
and decision still remains below
the Government stipulated 56
days. Where applications are
more complex or require further
negotiations the effective use of
extension times is used.

Withdrawal rates
The graph below indicates withdrawals as a percentage of all decisions. Rates of
withdrawal are a ‘waste’ indicator, and where possible, should be reduced to near
zero.

Based on Planning Advisory Service
benchmarking statistics, the average
% of planning applications withdrawn
is 5%
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Approval and refusal rates
How often are we saying ‘yes’?

Based on Planning Advisory
Service benchmarking statistics,
the average % of planning
applications approved is 90%

How quickly do we respond to permitted development enquiries?
We offer a permitted development enquiry service where we provide our customers
with a professional opinion as to whether their proposal requires planning
permission or not. We aim to respond to all permitted development enquiries within
10 working days.

Due to a peak in enquiries and
reduced resources the
turnaround time of these
enquiries did slip briefly but we
are now fully resourced and
heading back towards target
time periods.
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How quickly are we responding to pre-application enquiries?
We offer a pre-application enquiry service to our customers. We check whether
permission is required and if it is, we ensure the customer is on the right lines before
applying. By doing this the customer can save time and money and improve the
chances of having their proposal approved.
We aim to respond to pre-application enquiries within 28 days although due to the
complexity of some applications and the requirement to conduct consultation the
process can take longer.

Median is the middle value.
The advantage of using such
value is that it is not skewed so
much by a small proportion of
extremely large or small figures,
giving a better idea of a “typical”
value.
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What our customers are
saying
Customer surveys
Feedback is at the heart of our framework. Alongside the performance information,
we have always considered survey information provided by people using the
planning process. This allows us to build a more rounded picture of performance
and quality.
Surveys are sent to applicants, agents and neighbours (people who have
commented on a planning application). The surveys are electronic, are application
specific and are about the customer’s experience on that particular planning
application, not a general satisfaction survey. The questions in the survey differ
dependent on the category of customer, and provide vital information to help
improve the service.
The General Data Protection Regulations (GDPR) came into effect on the 25th May
2018. Amongst many things GDPR changed how personal data should be handled
and this needed to be considered in relation to our customer surveys.
Our post decision surveys are developed with the Planning Advisory Service (PAS).
The Planning Advisory Service is a Local Government Group that provide
assistance, advice and support on planning and service delivery to councils.
Since the changes to GDPR, the post decision surveys needed amending to ensure
full compliance. We have been working with PAS to ensure this is achieved. In
addition to this, we wanted to review the questions, ensuring the survey continued to
focus on the customer’s journey, providing us with meaningful feedback to improve
business decisions and enhance the customer’s experience. Work on this was
ongoing throughout 2019 and we are now in a position to resume surveys from July
2020.

Watch out for monthly emails from Doncaster Council Planning
asking you to complete our Lime Survey customer feedback form.
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Customer feedback
We are really pleased to receive ongoing feedback from our customers despite not
having our surveys up and running. Below is a snapshot of a few comments from
applicants and developers.

Every correspondence has always been with a helpful tone,
supporting and willing to help…….your help has been
superb – I have felt supported to the extent that I feel I
could call you without hesitation of fear of being belittled,
knowing I would receive helpful direction.

It’s certainly the most effective return I’ve
received from any Planning Authority.

Could I also take the opportunity to
congratulate you on what I consider to be
a marvellous and in-depth report on this
planning application
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I just wanted to say thank you for all the hard work in getting
this over the line…..for a developer like us, it is always
important that we get quick decisions to allow us to continue
investing in our schemes and also to keep momentum in
delivery of new homes and commercial development.
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Corporate complaint process
Planning is an emotive subject, we work extremely hard to provide our customers
with the services they need along with the customer service they expect. As part of
this process, we encourage feedback from our customers when they feel we have
done something wrong.
Last year we made changes to how we monitored our corporate complaints to
enable us to keep track of progress and lessons learnt.
We use this valuable data as a learning opportunity allowing us to scrutinise the
services we provide to make our services better in the future.
There are three stages to the Council’s Complaints Procedure:
Stage 1 – Local Resolution
Stage 2 – Complaint Investigation
If the customer believes that their complaint has not been addressed in full they can be asked for it to be
looked at again

Stage 3 – Local Government Ombudsman
If a customer is unhappy with the stage 2 investigation results they have the right to approach the Local
Government Ombudsman who are the commissioners for administration in England.

The corporate complaint statistics for Planning in 2019/20
Total complaints - 14
Stage 1

Upheld
1

Partially Upheld
1

Not Upheld
12

Of the 14 complaints the following numbers progressed to further stages

Stage 2
Stage 3

0
0

0
0

5
1

It’s reassuring to see that there are minimal complaints whereby the outcome was
that the service area had failed to deliver on service standards. Nevertheless any
complaint that is upheld or partially upheld is reviewed by the team to assess the
reasons behind such failings and discuss what measures can be put in to place to
minimise the risk of the situation occurring again the future.

Thankfully the instances upheld were isolated events one of which relates to lack of
communication in regards to delays to a scheme with the second being related to an
application being determined outside of Government targets.
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As a Local Authority we aim to issue all planning decisions within Government target
or agreed extension and within 2019/20 this was the case for 95% of our
applications. In some cases, despite best efforts this isn’t achieved. All cases are
subject to performance monitoring with workflow triggers that highlight applications
due to be determined to assist Officers in effective casework management.
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Service Improvements
2019-20
In last year’s Annual Planning Performance Report, we identified our action plan for
2019-20. The themes were as follows:

 Embed new corporate complaint process
Enhancing the way we record data about how complaints are remedied.

 Embark on a productivity and resource review along with other
authorities within the Sheffield City Region (SCR)
We are continually striving to provide high quality services to our customers
and to facilitate this we regularly review our processes, identifying how
effectively we are matching our services to our customer’s needs. To enable
this, we, along with other SCR planning authorities, will start a productivity and
resource review, facilitated by PAS. It will focus on a common and transparent
framework to monitor costs, productivity and charges. This piece of work will
provide a method to review services to ensure they are being consistent, are
of high quality and allows benchmarking against similar services within
different areas. This will help shape further improvements to the service and
provide consistency across the city region.

 Reinstatement of post decision customer surveys
We had to terminate the use of post planning decision surveys following the
update to the Data Protection regulations but this provided us with a great
opportunity to review our surveys ensuring it was providing our customers with
the opportunity to contribute their views as well as focussing on the areas that
mean most to our customers and us as a service provider.

 Explore the wider use of Planning Performance Agreements
We recognised, through discussions with our service users, that they would
like the opportunity to engage into a Planning Performance Agreement (PPA)
when submitting a major/complex planning application.
A PPA is a project management tool which we and the applicant can use to
agree timescales, actions and resources for handling particular applications.
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Nationally, local authorities and planning applicants have identified a number
of clear advantages for using PPAs, including:
o Joint working with the development industry and communities ensuring
that developments are deliverable, maximising the potential benefits a
development can bring
o Provides a guarantee of resources with realistic timescales
o Better overall management from pre-application through to postapplication stages
o Greater accountability, transparency and communications
o Improved partnership working
We anticipate great benefits in jointly using the principle of PPAs as advocated
by the Ministry or Housing, Communities and Local Government.

Page 17 of 24

So what have we done about it?
Embed new corporate complaint process
Complaint management is an essential component of customer service and
business success. Customer complaint highlights a potential problem and by
hearing these problems directly from our customers we can investigate and provide
reassurance.
Planning, by nature is a very emotive subject, because of this some complaints may
not be upheld as there is no evidence of a problem but what we can assure is that
all complaints are investigated thoroughly and where there is evidence of
unsatisfactory service action points will be put in to place to prevent the situation
occurring again helping us plan strategies for growth and development.
Planning Services corporate complaint statistics for 2019/20 can be viewed on page
14 of this report.

Embark on a productivity and resource review along with other
authorities within the Sheffield City Region (SCR)
Doncaster Council and the Sheffield City Region (SCR), in partnership with the
Local Enterprise Partnership (LEP) and other Local Planning Authorities within the
City Region worked with the Planning Advisory Service (PAS) on ways in which an
improved and more consistent development management (DM) service can be
offered across the city region. The proposal incorporated two phases:
Phase 1a: Voice of our stakeholders:


what do investors, developers and other stakeholders across the region see
as the priorities to meet their needs?

Phase 1b: Productivity and Resources Review


common and transparent framework to monitor costs, productivity and
charges



method for councils to review their services to ensure they are consistent
and high quality

Phase 2a: Delivering change


Working with individual councils to deliver change and improvement

Phase 2b: Post Decision Surveys
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customer feedback loop that allows feedback to be captured on a decisionby-decision basis

This approach focussed on providing the following benefits:
 an initial study of the status quo to create a snapshot of existing services,
charges and productivity
 a thorough review of data and recommendations for how each council can
improve a series of facilitated workshops with each council to begin the
improvement and so that staff feel engaged and responsible
 a routine “how did we do ?” survey that ensures that services remain high
quality and responsive and that staff can be supported and trained

In April 2019 the SCR Executive Team organised an event with the Local
Enterprise Partnership (LEP) to discuss the wider role of planning in delivering the
Strategic Economic Plan (SEP) and to begin looking at how local planning
authorities in the SCR can work together to produce a better service. The event
was facilitated by PAS.

The objective of the event was to get the views and opinions of planning service
customers, stakeholders and local authority planners on:
 The role of local authority planning (LPA) and the planning services in
delivering the city region’s growth ambitions.
 How LPAs can work together more effectively to deliver better quality
services and support growth.
 A set of projects to focus on for joint working among LPAs in the future.
This event brought together a wide range of stakeholders to discuss the role of
planning in the city region and how we could work together to meet our shared
growth ambitions. Based on this, a joint work programme for the Head of Planning
group was agreed and ratified by the SCR Infrastructure Board in July 2019.
In addition to our stakeholder sessions Doncaster along with other SCR Authorities
have undertaken a detailed review of their planning services. Work has been led
by Doncaster with staff time and information on local services provided from the
other districts. Together a significant evidence base has been developed and
produced a common baseline for service performance.
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In addition to individual improvement plans for each authority, the productivity
review defined five overarching projects designed to improve performance
collectively:
P.1

Standard planning forms – this would look to get planning paperwork
(validation, pre-app etc) to be broadly similar in all councils.

P.2

Strategic Pre-app – this would look to deal with pre-applicaton advice on the
really big schemes together and in a more consistent way, getting all key
agencies in one room.

P.3

Establish true cost model of planning – this would provide better
understanding on exactly how much planning services cost and how much
development/investment it brings in to the region.

P.4

Streamlining planning conditions – this would look to reduce the number and
type of planning conditions and make them more consistent.

P.5

Annual review and reflection – an annual improvement event to review
progress, along with resource review as part of this.

The five projects are a practical and potentially productive way of advancing all the
work completed to date. Taken together, they would also represent a distinct stepup in terms of collaboration and city region working for planning.
The impact of the above projects will be much greater, creating a more consistent
and mutually supportive way of working across the whole of SCR.

The work carried out to date, evaluating our services and offer has enabled us to
establish a productivity and performance baseline, informing the direction of the
improvement projects outlined in this brief. This work stream is providing a
grounding for further improvement, responding positively to the views of our
customers. Moving forward we shall be working together as neighbouring
authorities, rather than working in isolation, providing a stronger collective
understanding of what the region is aiming to achieve, delivering a better quality
planning service to support growth within our region.
Unfortunately there has been a delay in achieving initial timescales due to Covid-19
but we’re now back on track and reviewing our projects in current context and we
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feel that Covid-19 and its impact on the development sector means it is even more
important for us to gain momentum on this work and to obtain feedback from the
LEP members to hear their voice on this work.
In addition to the 5 projects we will continue to share and collate our recent
experiences on virtual/online working in light of Covid-19 and importantly looking at
how we can use this as an opportunity to direct this in to other areas of our service.
We want to expand on our technology, skills and experience and explore how we
can continue to deliver our services in a new innovate way.

Reinstatement of post decision customer surveys
As mentioned on Page 11 of this report I’m pleased to say that our new re-vamped
customer surveys will be live July 2020. We’re really looking forward to receiving
your valuable feedback to help us continue to shape our services.

Explore the wider use of Planning Performance Agreements
As referred to on Page 18, rather than going it alone this is something that we are
picking up as part of the wider Sheffield City Region work with the aim to providing
some consistency in planning performance offer in regards to our more complex
strategic schemes.
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Action Plan for 2020-21

We are always looking to improve services to make them as efficient and effective
as possible. We want to provide a high quality, responsive service that will greatly
assist Doncaster’s economic growth. Ongoing evaluation of our performance and
services is instrumental in identifying our priorities and planning how it delivers its
service.

Action points for 2020-21
 Deliver on the Sheffield City Region 5 overarching projects
designed to improve performance collectively
Continue with our pivotal role in delivering on the Sheffield City Region
improvement projects.

 Completion of the Planning Advisory Service ‘Planning
Committee and Associated Processes’ review action points
As reported in the 2018-19 annual report, as part of the ‘Planning Committee
and associated processes’ review we had some outstanding improvement
activities to deliver within 2019/20.
I’m pleased to say that the delivery of these actions have continued throughout
the year with the following being implemented:
 Introduction of feedback questionnaires.
The survey focusses on how the meeting is operated, the decision making process
as well as the quality of the information made available to the customer prior to, and
at Planning Committee. The comments gathered from these surveys are used to
help the Planning Service continue to improve the customer’s experience.
 New officer report templates comprising of best practice principles achieving a
greater level of consistency in how officers approach reports and the level of details
included
 Improvements to the Councils website, ensuring content is clear and focussed
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 Online guide to Planning Committee meetings published
 New site visit scoping template supporting the smooth running of planning
committee site visits
 Debate section introduced to planning committee proceedings providing a seamless
transition from speakers into debate and ultimately the decision

The only outstanding aspect is the introduction of a planning protocol. The
protocol will cover numerous activities within the peer review action plan,
these being the review of the site visit protocol as well as including
constitutional rules for committee, operational and material matters.

 Deliver Doncaster’s Local Plan
The Planning Policy & Environment Team submitted the Local Plan for its
independent Examination in Public in March 2020 and the Examination is now
underway. Covid-19 has inevitably resulted in some delay with the process,
and the provisional Hearings sessions for June/July have had to be
postponed. However, the Council has been keeping up the momentum and
progressing with the Examination as far as practicably possible in the
meantime.
The Inspector has issued a number of Preliminary Questions which the
Council responded to in June, and in advance of the Inspector then issuing his
Main Matters & Issues Questions for all participants to respond to.
Revised Hearing sessions are being explored for Autumn 2020 and are likely
to be a ‘hybrid approach’ with some participants attending in person, and
maintaining safe distances, with others utilising technology to be involved and
observe. All being well, and subject to continued easing of lockdown
restrictions, the Council now anticipates that the Hearings will conclude early
Winter followed by the Inspector’s report (which draws the Examination to a
close) and adoption of the plan in Spring 2021.

 Continue to develop and evolve our Key Account offer
As a service area we will continue to communicate with our industry sectors in
regards to how we can support them, encouraging growth and regeneration
within the Borough. We shall be doing this on a Sheffield City Region level as
well as a local level with the engagement and support from the Doncaster
Chamber.
 Continued re-evaluation of our services
Change is important for any organisation because without change we would
fail to meet the needs of our customers, respond to the change in technology
ensuring best value is being achieved, enable growth within Doncaster and
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challenge the status quo on how we deliver our services.
We’ve carried out a huge amount of work to rethink the way we deliver our
services but that doesn’t mean we should be complacent. It’s time for a rethinking planning ‘refresh’, ensuring our technologies and processes are still fit
for purpose and that wasteful activities aren’t slipping in to our day to day
work.

To find out more about the Planning Service visit:
http://www.doncaster.gov.uk/services/planning
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