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Key findings

Here’s a summary from the six users interviewed 

Two key journeys: 1) Users who are managing their own planning application, 
2) Users who are checking or challenging someone else’s planning application. 

Both journeys involve complex and subjective interactions and exchanges.

In both journeys, there are high stakes and users are generally very 
invested. However, challenging a planning application is a more 
‘emotional’ journey from the outset.

Web and self help are the first port of call - however, if users are 
stuck, confused or need reassurance they will not hesitate to call.



Key findings

We created experience maps to illustrate key journeys.

Process of managing my own planning application

Process of checking and / or challenging someone else’s planning application







“It is difficult because it is so subjective - lots of 

complex information you need to get your head 

around.”

“The council might or might not call, its unsettling. If 

I call them I can find out sooner.”

User interview quotes



Key findings

Here’s a summary from the six stakeholders interviewed, across three councils

Planning makes up a small proportion of total calls (Oxford 3.7%, Hertsmere 6.5%, Cheltenham 6.7%) 
Of these, stakeholders estimate 80-90% can’t be resolved by a first-line telephone agent.

Paperlessness: the ability to query an application digitally is a 
prerequisite for meaningful AI

Customers are frequently calling to check on the status of an application. 
Aspiration towards an “Ocado” solution of proactive status updates

Areas where AI could potentially add value:
● Triaging first-line calls (albeit low volume)
● AI-driven proactive notifications by SMS giving status updates



“One of the problems in Planning is that no two answers are the same. 

There’s no one answer fits all. There are so many variables. 

Interpretation is something that I don’t think you can take the human 

out of.” 

“I’m still surprised by the volume of calls. All of the stuff is on the 
website, but they just want to speak to a human.”

Stakeholder quotes



Key findings

Here’s a summary of the councils’ experience this past week

What were your key findings? 

Lessons learned

What you’re still not sure about



What’s next?

Waste and recycling: 
Torchbox at Derbyshire while Bolsover, 
Rotherham, and Doncaster research

all 
information should reach us no later than 

 each week.




