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Where are we now?
Purpose: The Planning Inspectorate deals with planning appeals, national 
infrastructure planning applications, examination of local plans and other planning 
and specialist casework in England and Wales.  

We deliver decisions, recommendations and advice to customers in an open, fair and impartial 

manner by:

  Supporting our customers with an efficient, effective and fair service through sound 

decision making and recommendations;

  Supporting future sustainable development and infrastructure needs;

  Helping communities shape where they live by resolving land-use disputes and 

providing long-term confidence for sound planning at a local and national level;

  Acting as independent experts upholding and promoting quality in the planning system; 

and

  Providing a professional and expert service to other government departments and 

agencies to support the delivery of their objectives. 

Through our work we contribute to the creation of great places by enabling:

  New homes and communities to be developed where people want to live and work;

  National infrastructure to be independently considered;

  Local plans to be put in place; and

  The natural and historic environment to be conserved and enhanced. 

Our work plays a critical part in the Ministry of Housing, Communities and Local Government 

(MHCLG) achieving its objective of delivering the homes the country needs, and we have a clear 

alignment of our strategy to MHCLG aims. We are a demand-led organisation providing statutory 

functions, partly funded by income. We operate in an increasingly complex planning environment 

and are dependent upon sought-after, but increasingly scarce, skills in the built environment 

sector to carry out our work. Demand for our services is unpredictable, but has been increasing 

and set against a backdrop of a reduction in public funding, an uncertain income stream and a 

shortage of professional planners in the labour market. 

In order for us to deliver expected levels of performance we must address the imbalance between 

demand and supply and transform to provide better customer services. Embedding an inclusive 

culture for staff and investing in our professional development will ensure that we make the most 

of our skills and are able to recruit the best talent. Our ongoing Transformation Programme will 

enable us to better forecast likely future demand for our services and introduce more innovative 

and flexible processes so we can react quickly to changes and become more resilient. We will 

then be in a better position to respond to future challenges such as introducing charging for 

appeals, increased devolution to Wales and continue implementing the recommendations of the 

Rosewell inquiry review to halve the average time taken to deal with inquiries by June 2020.



Where we are heading?

Vision  
To provide a customer-focused, professional centre 

of excellence as trusted, independent and innovative 
planning experts, meeting the Government’s objectives 
at a local and national level whilst working with others to 

improve the planning system. 

We want the Planning Inspectorate to be an exemplar public service organisation adhering to 

the principles of sustainable development. Our customers will be provided with an independent, 

timely, fair, efficient and effective service. Our advice, recommendations and decisions will be 

provided to a high standard and we will be trusted and respected for our quality.

As an organisation we will act responsibly and support the UK and Welsh Governments in their 

efforts to deliver the 2030 Sustainable Development Goals including sustainable cities and 

climate action. We are committed to making use of our professional expertise to partner and 

support others to improve the planning system at a local and national level. We will use this 

expertise to provide advice and guidance on improving development schemes to reduce the 

number of proposed developments resorting to appeal against refusal of planning permission. We 

will engage with built environment professionals to identify, share and encourage good practice. 

We will strive to develop a workforce that is representative of the customers that we serve and 

that is appropriately resourced, skilled, challenged, inclusive and engaged. We will also aim to 

reduce the gender pay gap.

We will continue to identify opportunities to define, trial and implement new and improved 

services for the benefit of our customers.

Our work is underpinned by our values: 

  We are customer focused

  We are open

  We are impartial

  We are fair



Achieving the vision 
To achieve our vision, we will take a phased approach. We want to get the basics right so that 

we are in a strong position to improve the service we deliver to customers before we work with 

others to improve the experience of the planning process.    

In 2017 we embarked upon a Transformation Programme, the largest investment in the 

Inspectorate in its 100 year history, delivering improvements across people, process and 

platforms. It is making significant improvements to our casework processes, systems and 

tools, putting in place a new organisational structure, enhancing our digital capability as well as 

improving our understanding of customer interests to better meet their needs.  We have invested 

in leadership and management learning for all line managers to ensure that our people are led 

in a performance orientated and inclusive manner.  This programme of change puts in place the 

foundations for sustained performance recovery and ensures we are ready for future challenges 

such as increasingly complex casework (e.g. the examination of the Heathrow third runway 

proposal). 

Our assumption is that our core business will not change over the next few years but our 

methods of delivery and priorities might. Our priority right now is to complete the delivery of the 

significant change activities already in progress; namely transforming the business and improving 

our performance.  Alongside this, we will be innovative, and develop and trial new approaches, 

and systems, preparing us to fully implement those which add the most value to our stakeholders 

and customers over the next three or four years.   

Our strategic priorities are to: 

Where we are heading?

  Deliver excellent customer service

  Improve efficiency and 

effectiveness

  Increase staff engagement; and

  Identify and trial new approaches 

and services



Where we are heading?

An excellent customer service
Customers highly rate our expertise in deciding cases or making recommendations 
across all areas but our stakeholder survey in 2018 showed that for appeals, nine 
in ten think we are not quick enough from submission to decision and that the 
progress of appeals is difficult to track. 

There are substantial opportunities for improved transparency and efficiency. We need to improve 

the speed of our service across all of our core work and enable our customers to track the 

progress of appeals.

Our casework has seen an 18% increase in volume over the previous spending review period 

and our funding has not kept pace. We recognise that our performance has declined as a result.  

We are responding by investing in our resources (e.g. people, technology and digital solutions) 

as well as giving our managers the tools needed to forecast and mitigate future performance 

risks. We will move towards using innovative, flexible and responsive ways to meet our on-

going challenges. Structural changes to the way the organisation is led and managed will see 

accountability for performance placed at its core.

We have undertaken research to understand the different needs of our customers and are 

tailoring our services accordingly. Our customers include local authorities, development 

corporations, developers, other government departments and agencies, consultants and 

individuals.  Some have ongoing interaction with us, others may use our services only once.  

Our casework is varied, ranging from national infrastructure applications, development plan 

examinations and large scale planning appeals, to enforcement and smaller scale planning 

appeals, tree preservation orders, environmental appeals, rights of way orders and common land 

applications.  

We are tailoring our systems around different work types to enable our processes and services to 

better meet requirements whilst ensuring that we maintain fairness and quality.
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Improved efficiency and effectiveness
A more effective and efficient organisation - a new senior management structure will be in 

place in 2019/20 with clear responsibilities and accountabilities. The redesigned structure will: 

  provide a clear line of accountability for operational performance; 

  enable movement of resources to highest priority work; 

  look ahead and use information effectively to develop longer term strategies; and 

  ensure our commitment to producing high quality decisions continues. 

We will put in place better information management systems to improve quality and 

environmental performance across the whole organisation.

Working collaboratively through a digital service – we will use digital online services as 

our primary means of interacting with customers, making it easier for them to submit appeals and 

applications, and providing direct support. The data that these digital services generate will allow 

us to target customer self-service and online support more effectively. 

We will seek earlier engagement with appellants or applicants and their representatives to ensure 

that appeals, applications or plans are submitted correctly and that we have sufficient information 

to deal with them in a timely manner.

Promoting shared knowledge and a shared understanding – we will enable customers 

to be in an informed position, making available data about similar cases to their own appeal, 

which can be taken as a without-prejudice indication of a potential outcome range. We will 

continue to work collaboratively with all stakeholders in accordance with good public data 

principles. We will work towards transforming our services through digital tools to improve the 

customer experience, offering self-service and faster outcomes. As we move towards becoming 

a digital organisation we will invest in and develop the digital skills and capabilities to underpin 

the future of how we operate. This investment in digital capabilities will enable us to change and 

develop services to meet the needs of customers.
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Increased staff engagement
Our people are committed to their work and skilled in delivering it. However, we will continue to 

create and embrace an inclusive culture where staff feel enthusiastic about their work, valued, 

and positive about the future of the organisation. We will continue to develop our inclusive 

leadership capabilities, enriching people’s experience of change and professionally developing all 

of our staff. We will also focus more on optimising people’s skills and having the right people in 

the right places to enhance our performance.

Identify and trial new approaches and service delivery
We will be innovative and identify and trial new approaches to improve our performance and 

customer services. We will implement new and different ways of working where they add the 

most value to our stakeholders and customers. We will also look at how we might best use our 

skills to work with others as we test new ways of working, where appropriate, to achieve our goal 

of improving the planning system. 



Strategy
The approach we will take to ensure we achieve our vision. 

  In years one and two, we will focus on completing the delivery of our Transformation 

Programme and Performance Recovery Programme and put in place better 

management information systems to improve and maintain performance, maintain 

quality and set environmental standards for the organisation. By spring/summer 2020 we 

will have performance back on track and sustain this into future years.

  In years three and four, we will maintain (and continue to improve) high levels of 

performance, start implementing some of the new approaches including management 

information systems for quality and environmental standards and service delivery, whilst 

continuing to determine new ways of providing services. 

  In year five we will start to deliver the more ambitious plans for the Inspectorate in its 

wider role within planning, the exact nature of which will have been developed over 

years three to four.  We will start to provide more detail for year five as we go through 

years one and two.  

Our strategic objectives convert our purpose, vision and strategy into specific plans.  We will align 

all of our work to these objectives (both our ‘Business as Usual’ as well as our Transformation 

Programme activities), ensuring we have the right balance of investment and effort across each  

of them. 



 Strategic Objectives

Years one and two

What will we do each year?

  Improve our performance to meet core targets across all of our 
casework and embedding a performance focused culture within 
all staff regardless of their role.

  Embed an approach to change that has the user at its heart; 
designing end to end processes and systems that readily meet 
customer need and are efficient for staff to use.

Improve efficiency and effectiveness

This includes processes and structure.

  Provide improved digital solutions to meet our work demands 
and also to deliver improved business intelligence ensuring the 
right management information is accessible and used effectively 
through the business from team level to board.

  Focus on how we can deploy our resources in the most 
effective way to meet our strategic aims and ensure sustainable 
performance improvements. This includes staff deployment 
plans and processes as well as ensuring strong financial controls 
and plans.

  Explore ways in which we can become financially stronger in 
the longer term with more ambitious ideas to create greater 
efficiency, improve productivity and optimise our income.

Deliver an excellent customer service 

This includes timeliness (performance), 

e-working and better use of technology 

to deliver a great digital experience for 

customers and users, consistency and 

communication.

Increase staff engagement

This includes leading and managing change, 

developing inspiring leaders, fostering 

an inclusive organisation, improving 

career opportunities, creating a modern 

highly skilled professional workforce with 

transferable skills across government and 

providing clear strategic direction.

  Deliver a strategic workforce plan and organisational design that 
means we have the capacity and capability to meet our current 
and future needs. This includes investing in recruitment, training 
and development approaches that ensure the right number of 
people with the right skills and the right values for our public 
purpose.

  Engage our people in defining our desired culture and include as 
many people as possible in identifying solutions to improve how 
we work.

Identify and trial new approaches to 
service delivery 

Adhering to sustainable development 

principles to achieve our goal of improving 

the planning system focusing primarily on 

improving quality, supply and reducing 

inappropriate submissions.

  Focus on defining and trialling non-contentious and simple 
changes to approaches that would improve service delivery.

  Identify relevant management information systems for 
quality and environmental performance and agree a plan for 
development and implementation, starting with the development 
of our environmental policy to look at our own carbon footprint 
and use of resources.

  Use our knowledge systems approach to understand our impact 
on sustainable development as a consequence of our decisions 
and recommendations.



 Strategic Objectives

What will we do each year?

Years three to five
  Focus on continuous improvement of our operations, which 

includes processes and technology, in line with customer 
expectations. 

  The need to keep abreast of digital change means that we 
recognise that we may need another refresh of the technology 
being put in place now for the start of the strategic plan towards 
the latter years of the plan. 

Improve and implement new service 
delivery (identified and trialled in years 
one to two)

  Work with policy writers and outline opportunities for 
legislative change which, in the first instance, would enable 
the Inspectorate to be more efficient, effective and financially 
stronger but also to more radically enable changes that would 
deliver better outcomes for the planning system. 

  Exploit digital solutions to reduce overheads, including office 
space, by ensuring flexible and smarter working.

Maintain and improve customer 
service levels and efficiency and 
effectiveness (processes and 
structure)

Continue to develop an engaged  
and inclusive workforce

  Continue to embed our employee value proposition by building 
on our earlier work on engagement and inclusion.

Continue to define, trial and 
implement more contentious or 
complex changes to approaches 
that would improve service delivery 

  Critically assess and take forward the approaches and service 
delivery (trialled in years one and two) which are deemed 
beneficial.  

  Continue to define and trial more contentious or complex 
changes to approaches that would improve service delivery. 

  Implement the relevant management information systems to 
drive improvements in quality and environmental performance. 

  Use our assessments of our contribution on sustainable 
development to contribute to our own work and inform policy 
decision makers.



Resources
A detailed financial plan has been developed for 2019-20. Based on our best assumptions of the 

demand for our services we have estimated income for the next five years and matched against 

this the resources required to meet this demand. This will enable us to deliver the strategic 

objectives and achieve the key milestones set out in this plan. Our future direction is seeking to 

become as much self-funding as possible.

The financial plan assumes that we will deliver the transformation savings set out in our 

Transformation Programme and that our government sponsor departments will continue to 

support the Strategic Plan and provide funding at the required levels. MHCLG provided us with 

the resources we requested for performance recovery.



How will we know if we’re 
successful?

Ultimately our strategy drives the development of all of our business plans and our on-going 

Transformation Programme. We are publishing an annual business plan to support our Strategic 

Plan which lists specific projects and activities that will deliver our objectives. This will contain 

expected outputs, timescales, milestones and measures for success.  We will also be held 

to account against a series of annually agreed public targets and we are using management 

information systems to continuously monitor and improve our performance.  Our Governance 

Boards provide ongoing delivery assurance.

We will continue to be open and transparent about the performance of our organisation both 

in terms of our core frontline activities, covering speed and quality, but also in terms of our 

ambitions to transform, measured by the savings achieved through our return on investment.   

Over the next 12 months, we will move towards more sophisticated customer focused targets 

which offer greater clarity and certainty around the expected level of overall performance. We 

will regularly review our performance measures through our annual business planning process 

and through staff, customer and stakeholder engagement. After year one, our customers should  

experience a more transparent and efficient service, and our staff should experience better use of 

their skills and a focus on their professional development. 


