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Owner
	Document Owner: [Name], [Unit]
	Council Department: [Department title]


Version control
	Version
	Date
	Description
	Author

	0.1
	[00-00-2024]
	Service Agreement for internal Business Permit Pipeline Meetings
	


Approvals
(By signing below, all Approvers agree to all terms and conditions outlined in this Agreement.)
	Approvers
	Role
	Signed
	Approval Date

	[NAME]
	Economic Development
	
	

	[NAME]
	Statutory Planning
	
	

	[NAME]
	Environmental Health
	
	

	[NAME]
	Building
	
	


Agreement between 
This document is a signed agreement between representatives of the following departments:
Economic Development – [Business Concierge function title] 
Building Services 
Environmental Health 
Statutory Planning 
[Others tbc]
Purpose
The [Business Concierge function title] guides local businesses to understand the end-to-end permits and registrations (business approvals) process they need to operate their business. 
This Service Agreement outlines the principles and ways in which the [Business Concierge function title] will work together with other key Council teams involved in business permit approvals e.g., Building, Health, and Planning. The aim is to:
help business applicants understand permit requirements, 
set the right expectations for timelines and costs involved with permit applications, and 
coordinate the processing of new or complex, multi-permit applications.
How we communicate 
	Channel
	Purpose

	[Council’s preferred online communications channel - e.g., email, Microsoft Teams]

	Coordinating meetings, sharing documents, and other communications
[Automated examples – some councils currently use Pathway Applications Module, Tech One Request Manager, Oracle CRM] where an appropriate module exists and has been set up as a workflow process that automates the communications between the internal council departments and tracks the business application

	Permit pipeline review meetings
	Review new applications received by the [Business Concierge function unit].
Provide updates on current applications in the pipeline.
Problem-solving complex business applications

	Person to person application-specific conversations
	Review new applications received by the [Business Concierge function title].
Provide updates on current applications in the pipeline.
Problem-solving complex business applications. 


Roles and responsibilities 
	Responsible department
	Activities 

	 [Business Concierge function title]
	Manage incoming applications through the business website / [Business Concierge function title] inbox and accept internal re-directs from other departments.
Refer information to departments on business application cases or case files (ideally using supporting systems / CRM workflow).
Liaise with the business in the pre-application stage – after initial assessment refer customers to the relevant departments to complete their application.  
Help businesses to set up pre-application meetings.
Manage Permit Pipeline meetings:
Select business applications to raise at pipeline meeting requiring regulatory advice 
Send information on business application to participating departments at least 24 hours in advance of meetings – key information includes property addresses and application numbers (where available).
Take minutes and send agendas and actions.

	Participating departments

	Provide general advice on business applications; advise if a permit is required for their area of knowledge; and offer indicative advice on costs, timelines, and potential issues.
Log all advice provided within a system / workflow.  
Raise any current business applications with the [Business Concierge function title]
Attend Permit Pipeline meetings.
Process permits and provide regular status updates to businesses.

	Department managers
	Assign designated attendee from each department.


Our principles 
[image: Magnifying glass with solid fill] 	Clarity and consistency
Both requests and responses are easy to navigate. 
Required information is provided.
Clear business rules and internal communication processes.
Consistent conditions and decisions that meet application needs and promote confidence in the application process.
[image: Handshake with solid fill] Collaboration and transparency
Share the status of applications and their related documents.
Early involvement of diverse knowledge and skills through regular and as-needed meetings.
Communications are courteous, open and honest, inclusive of diverse perspectives, and respectful of stakeholder objectives and time.
[image: Badge Tick with solid fill] 	Learning, continuous improvement and positive outcomes
Knowledge sharing is embedded in internal communication processes.
Curiosity and collaboration are encouraged to share learnings and promote best practice.
Collaboration supports positive business application outcomes for the community.
All areas consider system and process improvements that could lead to an improved customer experience for businesses and internal efficiencies.
Business Hours 
Standard business hours are [8am - 5pm Monday to Friday] 
Written requests may be received outside of these hours, but a response is not expected at that time.
All meetings are to be held inside of business hours.
Timelines 
Meetings are to be held weekly on [Tuesday and Thursday mornings]. Participating departments are to be given necessary case information no later than 24 hours before the meeting. If the necessary information is not submitted by this time, attendees may assume the meeting is not going ahead, unless otherwise notified. 
Urgent Requests 
An urgent request may be sent when a case falls outside of regular meetings. The response time deemed reasonable for these urgent requests is [1 day].
Periodic Review 
This Agreement is valid from the [insert effective date] outlined herein and is valid until further notice. 
This Agreement should be reviewed at a minimum once per financial year; however, in lieu of a review during any period specified, the current Agreement will remain in effect.
The Document Owner is responsible for facilitating regular reviews of this document. Contents of this document may be amended as required, provided mutual agreement is obtained from the primary stakeholders and communicated to all affected parties. The Document Owner will incorporate all subsequent revisions and obtain mutual agreements / approvals as required. 
Initiating Department: [Name]
Review Period: Bi-Yearly (6 monthly)
Previous Review Date: [Date]
Next Review Date: [Date]
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