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Background

• At least 70 per cent of calls to our planning team are from 
applicants or agents asking for updates on planning applications or 
for the planning process to be explained.

• Some applicants are unaware of the planning process or find it 
difficult to navigate.  

• Additional information was added to our website explaining the 
planning process which saw a small reduction in these calls prior to 
submitting an application, but once an application was submitted 
requests for updates still had an impact on our planning officer's 
time.

• It was clear that Public Access wasn’t meeting all the needs of our 
customers - it holds a lot of information that for some users is not 
relevant and does not provide detailed progress updates.



Our aim
• As an applicant/agent with an application for 
planning permission:
I want to receive alerts notifying me on progress with my 
application at key stages, what the next stage will be and the 
anticipated timescale for reaching the next stage,
So that I do not have to continually contact the council for an 
update on progress and to enable me to plan my build programme
for my proposal.

• As a planning officer:
I want applicants and agents to be informed about progress on 
their applications and anticipated timescales,
So that the time I spend answering queries about progress is 
reduced.



Our planning application 
tracker...

• Allows applicants and agents as well as other interested 
parties to sign up to receive text or email alerts each time 
their planning application moves to another stage in the 
planning process - in turn reducing the need to contact the 
planning officer for updates.

• Gives a customer friendly view of the status of a planning 
application with all the basic information available.

• Is clear and concise for all audiences allowing updates to be 
seen at a glance.

• Compliments the information provided through Public Access 
where more detailed information can be found if needed.

• A map provided showing the application site outlined in red 
making the tracker really visual and user friendly.



Desired outcomes

• An improved customer experience for applicants/agents, 
stopping the need to chase for updates on planning 
applications.

• Improved information about the anticipated timescale for 
a planning application. 

• Reduction in avoidable contact from applicants and 
agents.

• The reduction in calls and emails to planning case officers 
will help improve productivity, particularly those with high 
volumes of planning applications. 



Data requirements

• Using our process mapping and requirements we identified 
what data we needed to make available to the planning 
application tracker. 

• Whilst this information was available from the Uniform 
database it was not in a useable format. 

• Following sessions with Idox their planning connector 
was recommended as the best way to get the information we 
required out of the system.

• Working with Idox we were able to install the planning 
connector to our system allowing us real time access to the 
status of a planning application alongside the majority of the 
information we set out to find.

• To get the rest of the information needed could be made 
available from the Uniform database.  



Process mapping and 
scope main 
requirements

Identify data 
requirements

Install planning 
connector

Build concept

Build the planning 
application tracker 
interface

Key tasks



How we get the 
information 

• Uniform is still used as the source of planning data, everything is 
updated here and summary data is pulled through on a daily 
basis about each planning application which is what powers the 
search on the application tracker. The search comprises of the 
application reference, address, postcode or the proposal. 

• When a user chooses to click on a search result we make a live 
check against Uniform to find the status of an application. 

• The data is cached for the rest of the day so any further queries 
about this application will come directly from the data cache 
rather than making potentially unnecessary calls to Uniform. 



How we display the 
information 

• We chose to develop the planning application tracker in Liberty 
Create because it’s our low code platform that we use for all our 
online services. 

• Allows us to integrate with our other online services where we 
need to. 

• Provides a more seamless and consistent customer interaction.

• We use Liberty Create’s widgets and presenters to change the 
way the information is being displayed on a page. This again 
allows us to customise how we get the information across in a 
customer friendly way. 





Impact 
on 

council 
staff

The planning application tracker will automatically 
update so will cause no additional burden on planning 
officer time.

The introduction of the planning application tracker will 
reduce the number of calls received asking for updates 
this will free up planning officer time to concentrate on 
other tasks.

Expanding the planning application tracker will allow 
parish councils to query our system and display relevant
applications on their website further reducing the 
number of enquiries received by the planning team. 



Impact on 
applicants

Applicants will be able to see the process a 
planning application goes through as well as the 
proposed timescales for each stage. 

Once an application is received, applicants will 
be able to receive email and text alerts 
whenever there is an update on the application. 

Updates will be received in real time. 

Links will be provided to further information on 
Public Access. 



Lessons learnt

• Reliance on external providers was 
highlighted early on, with concerns 
about whether we would get their buy-in.

• Importance of clear communication – both 
internally and with partners/providers.

• Power of working with other authorities – we 
have learnt a lot through our share sessions 
and look forward to gaining from the other 
pathfinder projects!



Opportunities

• Once the planning application tracker has matured and 
bedded in with users. We would look to make the data we 
are using available via an open API. This could mean that 
systems and applications developers could integrate with 
our API and develop software to further extend the reach of 
the information. This could even include things like Alexa 
skills, mobile apps etc.

• By having the data in our digital platform, we can make 
automated / faster decision making on other services, such 
as 'making a planning complaint' as we have the data of 
what applications are in the area, who dealt with it etc. I'm 
thinking about the whole portal idea, like being able to show 
residents applications in their area on our 
'mytewkesbury' portal



Next steps

Finalise the planning 
application tracker build 
with testing internally.

Launch and gain feedback 
from users 

Use feedback to refine the 
planning application tracker

Work the parish councils to 
display relevant planning 

application information on 
their website


