Department of Infrastructure, Local Government and Planning

SARA key performance indicators and
customer satisfaction survey 2015-16

March 2017

22 Queensland

SN Government




Department of Infrastructure, Local Government and Planning

© The State of Queensland, March 2017. Published by the Department of Infrastructure, Local Government and
Planning, 1 William Street, Brisbane Qld 4000, Australia.

Licence: This work is licensed under the Creative Commons CC BY 4.0 Australia licence.
@ To view a copy of the licence, visit http://creativecommons.org/licenses/by/4.0/. Enquiries about
i this licence or any copyright issues can be directed to the department by email to
info@dilgp.qld.gov.au or in writing to PO Box 15009, City East Qld 4002.

Attribution: The State of Queensland, Department of Infrastructure, Local Government and Planning.

The Queensland Government supports and encourages the dissemination and exchange of information. However,
copyright protects this publication. The State of Queensland has no objection to this material being reproduced, made
available online or electronically but only if it is recognised as the owner of the copyright and this material remains
unaltered.

The Queensland Government is committed to providing accessible services to Queenslanders of all cultural
and linguistic backgrounds. If you have difficulty understanding this publication and need a translator,
please call the Translating and Interpreting Service (TIS National) on 131 450 and ask them to telephone
the Queensland Department of Infrastructure, Local Government and Planning on 13 QGOV (13 74 68).

Disclaimer: While every care has been taken in preparing this publication, the State of Queensland accepts no
responsibility for decisions or actions taken as a result of any data, information, statement or advice, expressed or
implied, contained within. To the best of our knowledge, the content was correct at the time of publishing.

An electronic copy of this report is available on the Department of Infrastructure, Local Government and Planning’s
website at www.dilgp.qld.gov.au.

Source Record Number D17/49095

SARA key performance indicators and customer satisfaction survey report 2015-16
Page | 2



Department of Infrastructure, Local Government and Planning

Contents
INTrOAUCTION ..o 4
Summary of SARA aCHVItY ....c.oooiiiiiiiiiee e 5
SARA’s performance against 2015-16 KPIS ........ccccccvveeiiiiiiiiiiieeeee e 6
3.1 Quantitative targetsS. ... ..o 6
3.1.1 Pre-lodgement ProCESSES .......uuuiiiiiii it 6
3.1.2 Information reqUESTS.........ooi it 6
3.1.3 Overall assessment timeframes..........occciiiiiiiiiiiiiii 7
3.1.4 Post-decision assessment timeframes...........cccccovviiiiiiiiii i, 7
A5 APPEAIS ... 8
3.1.6 FastTrack5 timeframes.........c.uviiiiiiiiii e 8
3.2 Qualitative targetsS. ... 9
3.2.1 Customer satisfaction ...........cuuuiiiiiiii e 9
4.  Customer satisfaction survey resSults .......ccccccoviiciiiiiiiiiie e 9
4.1 SUIVEY FESUIS ..ttt e e 10
5.  SARA performance improvements. .......cccoooeiiiiiiiieiee e 11

SARA key performance indicators and customer satisfaction survey report 2015-16
Page | 3



Department of Infrastructure, Local Government and Planning

1. Introduction

Under the provisions of the Sustainable Planning Act 2009 (SPA), the Department of
Infrastructure, Local Government and Planning is the decision maker for all State
Assessment and Referral Agency (SARA) referred applications. The department seeks
technical advice from other government departments during the assessment of referred
applications.

Since the inception of SARA, the department has been committed to SARA being one
of the most efficient and effective regulatory assessment entities in the country. To
support this goal, SARA’s operations have been complemented by a culture of
continuous improvement and a range of supporting governance initiatives.

A key element of SARA’s culture of improvement has been a yearly cycle of publishing,
then subsequent reporting against a suite of key performance indicators (KPIs) across
the various facets of SARA’s functions. This cycle enables the department to regularly
monitor SARA’s performance relative to the documented targets. At the end of the
financial year reporting cycle, actual performance against the set KPI targets is
measured and documented in this report. Highlighting areas where targets are not
achieved provides the department with an opportunity to focus on areas of practice that
require improvement.

In many areas, SARA KPIs for 2015—16 are different to targets from previous years.
These differences arose primarily due to the ability of SARA to more accurately and
comprehensively analyse data and generate reports on a range of SARA performance
attributes. In particular, measuring of time performance was changed to a measure of
median business days rather than percentages of applications decided within certain
time periods. For the 2015-16 year, KPI targets were also deliberately set to be quite
aspirational to assist SARA to strive for performance that exceeds statutory timeframes
as set out in the legislation.

The following report provides a summary of SARA’s 2015—16 assessment activity and
SARA’s performance against its published 2015-16 KPI targets. To measure SARA’s
performance against its qualitative KPls, the department undertakes a customer
satisfaction survey.

In addition to informing outcomes for the qualitative KPIs, the broader results of this
survey are also outlined in this report. Given the nature of the 2015—16 results, this
report also outlines a range of strategies the department is pursuing to provide
improved performance during the next financial year.

SARA’s KPIs focus on the following key areas:
Customer satisfaction.

Overall assessment timeframes.
Post-decision assessment timeframes.
FastTrack5 assessment timeframes.
Information requests.

Pre-lodgement processes.

Appeals.
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2.

Summary of SARA activity

For the 2015-16 financial year, SARA issued a total of 4018 decisions and responses,
comprising:

327 assessment manager decisions

1847 concurrence agency responses

229 pre-referral responses

1143 permissible change decisions

472 extensions to relevant period decisions.

Additionally, SARA provided 462 pre-lodgement meetings or pieces of written advice.

A breakdown of SARA’s decisions/responses activity for the 2015-16 financial year is
presented in figure 1.

Figure 1 — SARA decisions/responses breakdown for 2015-16

Pre-referral
responses (6%)

Of the total number of responses/decisions issued, only 23 appeals related to a SARA
condition(s) or decision.
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3. SARA'’s performance against 2015-16 KPIs

The following sections provide a summary of SARA’s performance against the
published KPlIs for the 2015-16 financial year.

The KPIs cover several core areas including customer satisfaction, assessment

timeframes, information requests, pre-lodgement processes, and appeals. The KPls

are measured against:

¢ Quantitative targets — through data obtained from the digital My Development
Assessment System (MyDAS).

¢ Qualitative targets — through data obtained from the customer satisfaction survey.

3.1 Quantitative targets

3.1.1 Pre-lodgement processes

Statutory Adopted targets vs Target
KRl | Measure requirement actual achieved
Adopted target
10 median business
1 The time taken to issue written N/A days
pre-lodgement advice Actual
13 median business
days
A1dopted target
5 The time taken to set/arrange a N/A 5" median business days
pre-lodgement meeting date Actual
5 median business days
Adopted target
7 median business days
3 The time taken to issue N/A
pre-lodgement meeting minutes Actual
12 median business
days
3.1.2 Information requests
Statutory Adopted targets vs Target
e requirement actual chieved
4 As assessment mgnager, Adopted target 85%
percentage of applications N/A
decided without an information Actual 88%
request
As concurrence agency, Adopted target 85%
5 percentage of responses issued N/A
without an information request Actual 78%

' This KPI reflects the time taken for SARA to arrange/set a pre-lodgement meeting time and date (regardless of the
date of the meeting), from the date of the request. It ensures pre-lodgement meeting requests are processed and
responded to in a timely manner. It does not address the timeframe between the date of the request and the date of the
actual meeting (as this can be influenced by numerous factors despite SARA always ensuring meetings occur as soon
as possible).
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3.1.3 Overall assessment timeframes

Statutory Statutory Adopted Target
KPl # Measure requirement vs  requirement targets vs achigve d
actual achieved actual
Statutory Adopted
As assessment managetr, requirement target
the time taken to assess an maximum 202 17 median
application and issue a business days business
decision notice days
6 ) Actual
Note: excludes time taken for 16 median Actual
applicant to respond to any busi d 16 di
information request usiness cays medaian
business
days
Adopted
As concurrence agency, Statutory target
the t_|me. taken t(_) assess an reqqlrement2 20 median
application and issue a maximum 30 business
concurrence agency business days days
7 response
Actual Actual
Note: excludes time taken for 23 median 23 median
applicant to respond to any business days business
information request
days
3.1.4 Post-decision assessment timeframes
KPI Statqtory Sta_tutory Adopted Target
# Measure requirement vs requirement targets vs achieved
actual achieved actual
Adopted
Statutory target
requirement 10 median
As a relevant entity, the time | 20 business business
8 taken to assess a permissible | days days
change request and issue a
written notice Actual Actual
14 business 14 median
days business
days
Adopted
Statutor target
As a responsible entity, the requiren¥ent 20 ?nedian
time t.akfen to assess a 30 business business
permissible change request days days
9 and issue a decision notice
Note: KPI applies only when there ggtgjal. Act(;J.aI 25
is no relevant entity usiness me .|an
days business
days

2 Assuming no extension issued.
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Statutory Statutory Adopted

:PI Measure requirement vs requirement targets vs a(T:I?irg\?(: d
actual achieved actual
Adopted
target
Statutory 10 median
. requirement 20 business
The time taken to assess and .
10 | decide an extension to business days days
relevant period request Actual 9 Actual
business days 9 median
business
days

3.1.5 Appeals

Statutory Adopted
Measure requirement targets vs Target achieved
Actual

KPI

#

Percentage of total
decisions and responses

appealed Adopted

)
11 | Note: Appealable decisions N/A target <2%
includes assessment manager Actual 0.6%
decisions, concurrence agency ’
responses, permissible changes
and extension to relevant periods

As shown in the above table, SARA continues to perform very well in the area of
appeals. Of the total number of responses/decisions issued, only 23 appeals related to
a SARA condition(s) or decision.

3.1.6 FastTrack5 timeframes

Statutory Adopted

Measure requirement targets vs Target achieved
actual

Adopted
target 100%

Percentage of FastTrack5
12 | referral responses issued N/A

b . . 3
within five business days Actual 96%

SARA promotes its FastTrack5 assessments with a guaranteed five day turnaround
time, hence the target of 100 per cent desired performance delivery. However, meeting
this short timeframe is contingent on application fees being fully processed prior to the
issuing of a SARA response/decision. The small number of occasions where the five
day period was exceeded can be attributed to credit card payment anomalies.

® When payment made by applicant via credit card.
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3.2 Qualitative targets®

3.2.1 Customer satisfaction
KPl # | Measure Target Target achieved

Level of customer
13 satisfaction with the pre- 90% 56%
lodgement process

satisfaction with overall
14 performance as assessment 80% 71%
manager or concurrence
agency

Level of customer : :

While disappointing, the above results highlight scope for improvement with SARA’s
performance with pre-lodgement processes. KPI 14 also reflects applicants’
experiences with the MyDAS system. This is investigated in more detail in section 4.

4. Customer satisfaction survey results

In addition to delivering responses to KPIs 13 and 14 above, the satisfaction survey
provided insights from SARA customers on more detailed aspects of SARA
performance.

The survey was conducted through an optional online survey, using SurveyMonkey,
which was triggered each time an applicant finalised an assessment manager or
concurrence agency application, and each time an applicant participated in the
pre-lodgement process.

The survey was conducted during a two-month period from July to August 2016. The
survey questions covered a broad range of SARA functions, services, and tools
including:

e pre-lodgement advice

information requests

conditions

staff service

MyDAS.

A total of 56 survey responses were received.

* No statutory requirements.
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4.1 Survey results

SARA’s 2015-16 survey results are shown in the following tables.

SARA customer satisfaction survey results

2015-16
survey

SARA pre-lodgement survey

Pre-lodgement advice addressed specific queries. 67% agreed
Z(;?/;Lc;dgement advice clearly communicated SARA's position, expectations, and 67% agreed
SARA development application survey

Information requests

The information request was clear and concise. 57% agreed
The information request was reasonable. 50% agreed
Conditions

Conditions were reasonable. 72% agreed
Conditions were clear and concise. 75% agreed
Conditions included reasonable timing/timeframes for required outcomes. 75% agreed
Staff service

How satisfied were you with the level of service provided by SARA officers? 74% satisfied
SARA officers were friendly. 94% agreed
SARA officers were knowledgeable. 76% agreed
SARA officers provided timely advice. 82% agreed

Based on data from previous years, the MyDAS system constitutes a known area of
discontent, with a high proportion of respondents indicating they are unsatisfied.

Although the 2015—16 survey results are disappointing, they do represent

improvements when compared against the corresponding 2014—15 results.

Encouragingly, the results indicate that MyDAS improvement processes are having a
positive impact on levels of customer satisfaction. This is demonstrated in the following

table.
MyDAS 2014-15 survey 2015-16 survey +/-
How satisfied were you with MyDAS? 37% satisfied 45% satisfied +8%
The lodgement process was simple and user-friendly. 28% agreed 29% agreed +1%
It was easy to pay my fee. 37% agreed 45% agreed +8%
| could log in any time and track my application. 54% agreed 68% agreed +14%
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S.

SARA performance improvements

SARA’s KPIs and annual customer satisfaction survey inform ongoing improvement
and drive organisational change to deliver efficiency and best practice in the state’s
development assessment system.

In responding to this year’s results, SARA will undertake the following:

MyDAS2 - implement a new and improved MyDAS system — ‘MyDAS2’ with the
commencement of the Planning Act 2016 (Planning Act) to:

— significantly improve the user experience for applicants lodging an application
— improve the application tracking functionality

— support greater efficiencies with application processing

— provide enhanced reporting and monitoring capabilities

— align with the requirements of the Planning Act.

Prepare SDAP version 2.0 — for commencement with the Planning Actto:
— improve the clarity of assessment criteria within self-contained codes
— facilitate more efficient performance-based assessments

— remove duplication and unnecessary provisions

— reflect the changes associated with the Planning Act and regulation.
Staff training — provide comprehensive training programs to:

— improve technical knowledge

— improve condition and information request drafting

— support consistent assessment and decision-making

— enhance and improve pre-lodgement services.

FastTrack5 — expand and refine FastTrack5 to:

— capture more types of development

— improve clarity in relation qualifying criteria

— further streamline the state’s development assessment system

— free up resources for more complex assessments.

Customer satisfaction survey — develop strategies to:

— increase response rates

— enhance data collection.
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