Experience map —The Process

Research Theme: Hertsmere Borough Council

User Needs

Actions + Tasks

Channels + Devices

Emotional

Pain Points

Compelling forces

Trigger Need

| want to find information

5o can object to a planning
application

» Received nofification letier ofa

planning applicationin mmy area.

» Concemed that the green balt
maybe developed

v Consult with neighibours and
COMIMNity groups

» Research coundl websie
» Call Council

@7 2

| am not sure how to object and
woulkd like some guidance

| am concermed for my
neighbowrhocd and kocal
environment

“Therz iz 3lzck of afforzblz
howusing inmy ares”

@

» Mot being able to find comment
guidanceform.

» This should be a simple process

if onhy | was pointed in the right
direction to start

» Consultaton penicd is limited

Preparation
of Objection

| want clesr guidance on how to
subimit an objection

5o 1 can submit 3 valid cbjection
that will challenge the planned
developmentin nmy area

» Seek advice on submitfing an
objection

+ Use coundlwebsie and
community'emvirnmentl
portals

» Meet with neighbowrs and
Commilty groups

» Phone, email coundil, visit
coundil offices

Preparation objecion leter

@ R

“Oibjecting to a planning
application can be emofive”

“A knowledge of the prosessor to

b quidesd throuwgh it woulkd be
useful®

@

» Getting started is dificult

+ | am happy to object on line but
ne=d guidance

» Habit: | amuse o using search
Engines

+ Habit: If | canmot find information

oinfine | will pheome coundl

Submit Objection to
a Planning
Application

| want to submit cbjechion easily

5o | can get on with other things.

»  Submit objection on coundl
websitz

» Submit objection by email or by
letter

» Check it has beenreceived

@7 B

“Relief | havesubmitied nmy
objection”

“Will my objection be considered”™

@

»  Acknowledgement that itis has
been received and objecton will
be considered

+ “Have the coundil received my
objection and will itmake a
diif ference”

+ Habit: Temptation & call coundl
to confim emai or leter has
armived

Being Kept Informed

| want to be kept informed of
progress

5o | can be assured there will not

be an adverse impact on my
neighbsowrhood or local

environment and can react to
changes

+ Check counci websie.

+ Phonefemail case oficer o see
if any updaies

+ Register for weskly planning list

@ UB

“Why does theprocess take so
fong”

I am a resident will my objection
be heard over that of 3 developer”

@

+ The propess seemstotske an
Q8.

+ Wil developmentimpsct on
property prices

+ Ancgiety am | being heard

+ Ancgiety will greenbelt be
developad

Future
Developments

I want to know of future
developments which my afiectmy
123

5o | can consider and object if
necessany.

v Register fior auln nofificaton of
developmentsin my area

+ Register toreceive weskly
planining lists

&
“| c:are sbowt ares and local
envi%rﬁ

“| do mot want the Town over
developed with high priced flats”

| understand the need for
affordable homes"

®

+ The process seems to fawour
developers

+ | want my epinion heard



