Making it easier to do
business in Victoria

Date:

February 2017

Page

1

Executive summary

3

Introduction

4

Progress so far

5

Introduction: Meet John

7

The problems

8

What we heard about access to information

9

What we heard about approvals

15

What we heard about food safety

22

Bringing it all together

29

APPENDIX A - The design-based approach to identifying regulatory options

30

APPENDIX B - Solutions in detail

32

Contact us

80

Page

2

Executive summary
Nous was commissioned by
the Department of Economic
Development, Jobs, Transport and
Resources (DEDJTR) to co-design
regulatory reform options as part of
the Small Business Retail Regulation
Review. The purpose of this report
is to bring together the research,
insights and the range of solutions
that will help to reduce the regulatory
burden for small business in Victoria.

What did we do?

How did this help?

•

Used Nous’ fast design process to more deeply understand
the problems regulations cause for small business.

•

•

Synthesised those insights in to common themes and used a
blend of Agile development and innovation methods to codesign possible solutions.

A user centred approach helped to think about the end-toend experience of a small business owner interacting with the
various levels of government involved taking a more systemic
approach.

•

Tested those solutions with a range of experts from both
government and small business to help enhance them even
further.

Built trust and commitment to the process, whilst also using
people’s knowledge and expertise to design something that
will be genuinely useful for people.

•

Simplified the end-to-end process for small business owners
looking both at which regulations need to change, and also
how regulations are being applied across Victoria.

•

Created tangible solutions including visuals of the before and
after that can now be tested and prioritised.

•

•

•

insight and experiences of small business,

•

Co-designing in sprints is a cost effective way to understand
problems faced by all parts of the service system and come
up with solutions together.

•

Working together in a creative but structured environment
provides focus, opportunity to explore, test and iterate. This
makes progress quicker than more traditional models of
redesign.

•

Co-designing with small business owners as part of the
process helped to ensure the voice of small business was
heard in all parts of the process.

details the common problems and frustrations
they face and the range of solutions that
will help reduce the current burden on small
business.

Developed journey maps of how things currently work for
small business, and a future state to illustrate the impact
solutions might have for small business.

What did we achieve?
•

A range of solutions that will make life simpler and easier for
small business without compromising the safety of their staff
and customers.

•

A clear roadmap of regulatory changes that can be tested,
iterated and then implemented.

•

A deeper understanding of the small business community
that will help with any future service, product or regulatory
redesign.

Why did we do it?

This report explains the process that DEDJTR
and Nous have been through. It shares the

Explored case studies from other states where work is
already underway to reduce regulation for small business and
think about how any new models and the learnings might
apply to the Victorian context.

What comes next
•

The options presented in the report will be costed for
consideration by the Victorian Government.
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Introduction
In 2016 the Minister for Small Business, Innovation and
Trade announced the Small Business Retail Regulation
Review (the Review) that would seek to examine the
regulation affecting small business in the retail sector.
DEDJTR wanted to avoid redesigning regulation
through a remote, distant process that didn’t fully
account for the experience of those affected by it
day-to-day. It therefore chose to employ a ‘fast design’
approach that blends design thinking approaches with
smart, agile and innovative methods that help to make
sense of the complex relationships that exist between
government, non-government agencies, small business
owners and citizens.
The first component of the review focused on the small business
retail sector. With up to 30% of the 542,000 small businesses
in Victoria involved in retail the potential for positive influence
is large. Small business owners say they spend up to 5 hours
per week on administering regulations and red tape, creating

“Regulation is vital to keeping
Victoria’s workplaces and
services safe and secure, but it
is equally important when we
can remove it, we do. We don’t
want to saddle small business
with unnecessary burden or
drain on compliance costs”

an enormous burden. To understand more deeply the impact
of regulation on small business DEDJTR undertook a discovery
process to identify what really mattered to small business, where
regulation was delivered positive outcomes and where it presented

Hon Philip Dalidakis
Minister for Small business, innovation and trade, Victoria, 2016

an unreasonable barrier to productivity. Nous was commissioned
to work with DEDJTR and other stakeholders to take the products
of the discovery phase to define the problem and design solutions
(the focus of this report). A separate test and delivery phase will
commence shortly, based on the findings contained in this report.
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The process so far

Define

Discover

Evidence of issues

Areas for detailed review

Fast design sprints

Design

Test & Deliver

Jul - Sep 2016

Sep - Oct 2016

Dec 2016 - Jan 2017

Jan - Feb 2017

Refine scope

Launch and promote the project
• Release issues paper
•

•

619 surveys to small business

Analyse 11 written submissions

Identified research streams
•

•

Identify 4 -5 themes for analysis
Desktop review or reports and enquiries

•

SBV/RDV business intelligence

•

Convene issue specific workshops to
develop reforms

Communicate across government and seek input

•

Continue one-to-one conversations

•

More than 60 additional meetings with
departments and regulators to discuss issues

Develop regulatory hotspot analysis

•

Link in with current enquiries/reviews

•

11 industry round tables

•

3 reference group meetings with small
business, local government and Victorian
departments and regulators

•

Engagement across sectors

•

Issues mapped

•

Co-design reform initiatives and action
statements

Assessment

• Run three thematic sprints to design and
develop reform initiatives

Test action statements with reference group

• Use design process to test and socialise
reform initiatives

• Assess the regulatory reform opportunities
Seek steering committee endorsement
Finalise action statements and report

Identified research streams
• Identify 4 -5 themes for analysis
Review available material

Update the issues list

Test issues list with steering group

Engage with business and local councils

Outcomes

Incorporating any new issues

Continue to refine issues list with further
engagement

Review available material
•

Meet with industry; local
government and Victorian government

Action

Test issues list with minister

•

Agreed list of issues that if solved would
help small business

•

Report detailing the regulatory reform
options and other improvements that
reduce the burden on small business

•

Agreed set of regulatory reform
options to action
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Sprint participants (listed at right) agreed on a framework for prioritising the problems to address and assess the solutions
that emerged from the sprints. These are outlined at a high level below.

Design principles

#1
		Desirable
– Will make life better for many small retail businesses

Sprint Team

Identify opportunities for significant impact

Access to information
Kirsty Elderton (Nous Group)
Dugald Murray (Nous Group)
Matthew Connolly (Nous Group)
Eugene Henry (DEDJTR project team)
Madeline Owen (DEDJTR project team)
David Russell (Small Business Victoria/DEDJTR
project team)
Laura Forster (Small Business Victoria)
Heather Parnell (AusIndustry) education sector

#2
		Transparent
– Will make it easier for business to understand what’s happening
#3
		Consistent
– Ensures businesses have the same good experience in every area
#4
		Bold
– Step change solutions
#5
		Accessible
– Ensures business can find information and comply when and where they want
#6

Approvals
Kirsty Elderton (Nous Group)
Michael Kron (Nous Group)
Doron Lavan (Nous Group)
Eugene Henry (DEDJTR project team)
James Bullock (DEDJTR project team)
Stella Rivera (DEDJTR project team)
Jonathan Jackson (KLM Spatial)
Sarah Annels (Melton City Council)

Enabling – Empowers business to get a great commercial result

#7
		Results
– Meaningful change for business

Food safety
Kirsty Elderton (Nous Group)
Dugald Murray (Nous Group)
Doron Lavan (Nous Group)
Eugene Henry (DEDJTR project team)
James Bullock (DEDJTR project team)
Emma Gaul (DHHS)
Cameron Huntington (DHHS)
Phil Montalto (DHHS)
Jess Vickers (Yarra Ranges Council)
Mark Hoyne (Yarra City Council)
Adam Lee (Surfcoast Council)
Page
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Introduction: Meet John
Sprint teams also made use of personas.
Personas are a useful way of understanding
a problem from the perspective of a typical
person. By using personas, the sprint teams
were able to ensure they thought about
problems and solutions from the business
perspective.

“Why aren’t there
digial processes
and forms?”

John is making a career change and setting
up his own new small business in a late
night restaurant.
Lives:		

Suburbs

Tech:		

4 star

Experience:

Working fit

Family:		

Married 2 kids

Age: 		

42

John wants to make a career change, it’s
been his dream to open and run his own
late night restaurant for a few years now
and he has finally decided to take the
plunge. John is pretty switched on and
reasonably tech savvy and even he is
finding it difficult to know where to start
and what’s expected of him. If someone
like John is finding it difficult then how
much more difficult is it for people who
do not have John’s skills?

“Now I’m just
frustrated, I want
to focus on my
business and all
I’m doing is filling in
forms.”

“I’m starting to
learn more, but I’m
also realising how
much I don’t
know.”

Access to Information

Approvals

Food Safety regulation
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The problems
Description

Vision statement for each theme

Business struggling to find information was a consistent
theme across all subsectors. Access to information was
the most burdensome aspect of regulation at the initial
establishment phase.

An easier way for people to get the trusted, highquality, comprehensive information they need, so
that they can establish and grow their business

The initial establishment phase was considered to have
the highest regulatory burden. Approvals was the second
most burdensome area of regulation.

Reduce the cost of doing business, increase
productivity (for businesses and regulators) and
maintain consumer safety.

Cafes, restaurants and takeaway food services face
comparatively high total regulatory burdens, particularly
at the initial establishment phase.

Reduce the cost to small business without
impacting safety to customers.

Page

8

What we heard about
access to information
Potential and actual business operators
reported that it is difficult to locate and
understand information about how to
start a business and how to run a business
including specific information on regulation
and compliance applicable to the type and
location of a business. This was a common
theme in the previous research by DEDJTR,

Information is hard to find and is held in many
locations.
Information is held in many different places, by many different
regulators making it hard for small business owners to understand
where to go, for what. In addition information is often organised
from a regulator’s perspective making it complicated and difficult
for users to navigate, adding time, cost and frustration to the
process for small business. The data collected in the survey
DEDJTR conducted with small business supported the view that
access to information was a major concern for small business.
Experts confirmed that regulator and local council, as well as State
and Commonwealth government websites provide information
relevant to their own areas of regulation only.
•

Cafes and restaurants, the business type with the highest
overall regulatory burden at $157m pa, reported access
to information as one of the most burdensome aspects of
regulation.

•

In terms of business sector, access to information was the
third most burdensome aspect of regulation for clothing
retailers, and the second most burdensome aspect of
regulation for hardware and building suppliers.

which identified two key focus areas for
reform:
 Access to information
 Quality of information

•

In terms of business phase, access to information was the
third most burdensome aspect of regulation when employing
staff.

•

Access to information was the fourth most important solution
for reducing overall regulatory burden according to all survey
respondents.

•

ACCI’s 2015 Red Tape Survey found that 47% of businesses
reported the cost of finding information about regulatory
obligations to be ‘somewhat large’.

•

Various industry association written submissions highlighted
that a number of businesses are simply unaware of their
regulatory and compliance obligations.

Difficulty finding and understanding
information was a common experience
and was identified by business in 3 of
the top 4 measures to reduce regulatory
burden and cost of compliance. To better
understand the nature of this issue, and to
better target solutions, the project team
interviewed regulatory and industry experts
to more comprehensively discover the
most important issues and define the major
problems to be solved.

“Members report that
information is hard
to find, incomplete,
inconsistent or
outdated.”
MGA

“Difficult to work out
how much money is
needed to establish a
business.”
Industry round table

“Information on
approvals processes
is hard to find.”
Industry round
table

“There is no single
website that contains
all regulatory obligations
that businesses need
to know.”
Industry round
table

“It’s especially hard for
bigger councils where
departments might not be
working that closely together,
customers can find it hard to
get the right information from
the right department.”
Local Gov rep

“Information on
regulatory obligations
is fragmented across
multiple sources.”
MGA

“Members report that
information is hard
to find, incomplete,
inconsistent or
outdated.”
MGA
Page
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Information is hard to find and held in many locations

New business owners are not seeking information

Information is not tailored according to business need

Information is written in complex language and is not currently
tailored to meet the different needs of small business customers.
It can be unclear which sections of regulation apply to what
businesses, or whether there are interdependencies between
different business licenses or permits.

about regulation

Information provided by government is usually generic, leading
to business finding it difficult to identify what is relevant to their
specific circumstances. Generic information can create additional
time and resources cost on business as they seek to make sense of
the information that’s out there. Rather than business clearly being
guided to what regulations apply for their circumstances, they are
presented with lots of generic information and are left trying to
work out what applies. Council’s also reported many small business
owners contacting them for help and guidance to understand and
apply the information that’s out there. It’s clear that business would
like to be able to filter information to suit their circumstances and
receive that information in a number of different ways. Process
maps that help business owners orientate themselves and clearly
understand what happens next were referred to many times. In
addition there is an opportunity to think more creatively about the
channels that information could be distributed through to help
government reach small business.

Making information simpler and easier to understand was
highlighted as an area for improvement for clothing retailers,
takeaway food services hardware and building supplies retailers.
Information needs to be made simpler and easier to access at
all points in the lifecycle of a small business. Whether a small
business owner is just starting out, or closing its doors after
years of trading information needs to be simple and help
business owners understand what their obligations are each
step of the way.

“Once information
is found it can
be confusing and
contradictory.”
Industry round
table
“Regulators do not provide
adequate support to small
businesses to understand
and meet compliance
obligations.”
Industry round table

Roughly one quarter of small business starters do not access any
information about regulation when establishing their business.
This leads to non-compliance and the associated problems for
business, the public and government. Research conducted for
the ATO identified that only a small proportion of businesses
actually use government websites as their primary sources
of regulatory information. In the tax context, a little over one
quarter sought no formal advice, one quarter sought advice
from their accountants, while less than 5 per cent sought advice
from government websites. The project team noted that if these
proportions were remotely similar in the broader regulatory
context, then if government just focussed on its own information
distribution channels, it would only reach a small proportion of
small businesses. This was despite experts acknowledging that
the content of government information is useful.

Businesses don’t trust government and therefore
avoid engaging with government
Experts describe business as both distrustful of government,
and as actively avoiding it. Government is seen as a regulator
and enforcer rather than a place to go that can help lighten
business’ regulatory load or help business understand regulatory
issues. This complicates the role of government in the provision
of regulatory information and can lead to business getting
incomplete or wrong information from other sources.

“It’s so complicated that
many small business’s just
take their chances and
would rather deal with the
consequences.”
Council worker

There is no ecosystem approach to providing
information
Channels for distributing information both those owned and not
owned by state government are not sufficiently leveraged. Many
small businesses seek information about regulation from nongovernment sources such as industry associations and commercial
providers. Government’s weight of effort is still focused on provision
through government channels, even though evidence is that in
similar contexts as little as 4 per cent of businesses use government
channels (while 25 per cent might use professional services).
Research conducted for the ATO identified that only a small
proportion of businesses actually use government websites as their
primary sources of regulatory information. In the tax context, a little
over one quarter sought no formal advice, one quarter sought advice
from their accountants, while less than 5 per cent sought advice
from government websites. Thinking more carefully about the whole
ecosystem that small business uses and operates in might provide
some new opportunities for sharing information with small business.
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Start-up

Pre Start-up

John’s
experience of
accessing
Information

“I feel confused,
deflated and
overwhelmed. I
don’t know what’s.”

3. Lots of questions
I know I need an ABN but where and how
much will it cost? I think I need a food
hygiene check but who does it, how long will
it take and how much will it cost? What
happens if I don’t pass is that the end?

“I want to know
the smallest thing
I have to do to
get started.”

“I’m starting to
learn more, but I’m
also realising how
much I don’t
know.”

2. Specific research
Market research, check
out some locations,
Council
competitors, start
thinking about the type
of business I want to
create

1. Start search
Google, industry
events, talk to peers,
tap in to social
networks

6. Make contact with the
council and other regulators
Which council if I am not
100% sure of location, what
will they need from me?
Create an ABN – now what do
I need to comply with?

4. Need to take action but still
unsure of how?
I know I need an ABN but
where and how much will it
cost? I think I need a food
hygiene check but who does it,
how long will it take and how
much will it cost? What
happens if I don’t pass is that
the end?

“I am getting really
worried now there’s lots
to do and are all of
these costs going to
land at once.”

5. Get Professional Advice
Go to the bank, an
accountant, ATO and maybe
other industry groups for help

Other Advisers
Accountant

“I’ll start by doing
something; I’m nervous
this is the wrong first
step but I’m also
relieved that finally
something is happening.”

Breaking down the
access to information
problems

Information is difficult to find and to
understand. Information is held in many
locations by many different regulators

Businesses don’t trust government
and avoid government.

this increases the challenge for business
to navigate between different sources of
information.

Information is not tailored according
to business need.

Channels for distributing information
both those owned and not owned
by the State government are not
sufficiently leveraged.

Australian Business Licence and

Information is not consistent or

Information Service (ABLIS) is not

shared between different regulators.

being used to its full potential.

Information is not inclusive in terms
of location, language, disabilities or
cultural background.
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The map would include links to:

Snapshot of solutions
Taking it to the people
This solution addresses the challenge businesses face
to find and accessing quality information. It involves
promoting information and better utilising trusted channels
to provide information to a wider audience:
•

Information is ‘pushed’ directly to small businesses
and to intermediaries (like CPA) via online
(government and intermediary websites) and face-toface (small business events, intermediary engagement
with members) contact methods.

•

A market strategy would be developed to purposefully
target intermediaries who are already in contact with
small businesses, and to push information directly to
disengaged small business owners.

•

A high-investment option would involve working with
intermediaries to tailor government content provided
to their members.

No wrong door
Information is stored in many locations, it isn’t shared, it
may be difficult to find and potential business operators
often get lost in the myriad of websites. Under this
solution, information on how to start a business would
be linked across all relevant Victorian websites to ensure
potential business operators can more easily find their
way to business.vic.gov.au.
business.vic.gov.au would be improved by including a map
on starting a new business.

•

things to think about when starting a business

•

common issues, such as employing staff or food safety

•

additional information and other regulator websites.

Tailored to my needs
Information is not tailored and therefore not necessarily
useful or applicable to people seeking information.
Under this solution information content and delivery is
tailored according to business need. At an initial level
this includes providing information in a more appealing
way (stories, case studies, short responses, FAQs, videos
and infographics made available online, in brochures and
flash drive with content produced and narrated by small
business).
To increase the tailoring of information, businesses must
be given the opportunity to enter some information (such
as their region and industry) after which content provided
can be customised (by reducing irrelevant information and
through better links to content relevant to their unique
circumstances).
A strong component of this solution is the customer service
aspect, which can be limited in the push to further online
self-service.
Higher investment options include a ‘chat bot’ (which
relies on an evolving database of answers), peer-to-peer
resources (such as a moderated forum) with the ability
to ask questions and the option to request a call back and
gamification.

The Government could make better use of ABLIS to provide
tailored and accurate information to businesses. By hosting
the ABLIS search and report function on business.vic.gov.
au, business can seek and find information without being
required to navigate across multiple sites. This reduces
confusion, increases navigability and improves the tailoring
of information available from Victorian websites. It helps to
reduce the risk that a business is lost or gives up without the
opportunity to request personal contact.

Writing for business not for bureaucrats
Information is difficult to understand, it is not tailored
according to business need and it is generally not inclusive
in terms of languages, disabilities or cultural background.
This is at least in part due to content being written by and for
regulators.
Under this solution, state and local government agencies
would agree to improve the quality and consistency of
information. Agencies would share best practice and
regulators would focus on government’s core role regulatory
and compliance information, rather than business advice.
Information provided would be industry specific, making
use of fewer words and more pictures/diagrams, business
friendly, plain and simple language, video content that is short
and succinct, features small businesses, and is based on case
studies.
Regulators and website owners would focus on collaboration
to ensure consistent content online and offline (i.e. online
content must be printable).
The ministerial council and small business would be engaged
to help develop solutions and ensure information meets the
‘for business’ test.

Maximise ABLIS
The ABLIS (Australian Business Licensing Information
Service) is not well used yet provides an opportunity for
potential and actual business operators to search for tailored
information.

For more information see Appendix B - Solution in detail (p32).
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Journey Map | Information Solution
I know...

That I will find all the information
I need, that it is correct and that
I won’t miss anything important. That
it doesn’t matter where I first
connect with regulation information,
because the way government websites work means I feel oriented and
I can’t get lost. All the government
shift is clear now I can focus on my
actual business.

I can...

I receive...
Easily understand the information
I receive. Identify what is relevant
to my small business and what I
don’t need to worry about.
Relate to the stories and direction
that I find in all the places I already
go for advice. The ease of
accessing information makes me
feel empowered.

USING INFORMATION

FINDING INFORMATION

Information is distributed through the
channels small businesses already access

There is no wrong door to accuring
regulatory content, small businesses
get all the information they need
regardless of their first point of contact

Tailored information that is easy to
find and is written for business not
for bureaucrats. The information is
delivered through all the places I
already go for advice – my accountant, my industry and professional
networks, and the events and news
sources that I use as a small business user. The information is written
in plain language and it is easy to
relate to my context.

Information is tailored
according to business
and user need

Information is written for
businesses not bureaucrats

ABLIS is easy to access
and it’s results are easy
to understand

What we heard about
approvals
Many businesses require multiple licenses
and approvals in order to trade (e.g.
Building, Planning and Food safety). It
has been suggested that departments
within council responsible for assessing
each application can work independently
at times and to varying degrees. There
are varying degrees to which established
processes for communication between

“I had to submit the
same materials to
different departments,
it just made no sense
to me.”
Small business
“There is a lot of
frustration with the
amount of red tape and
regulation including planning
and permit issues.”
Geelong Chamber of
Commerce

internal departments and external referral
agencies exist. The variation and mixed
use of coordination appears to result in
approvals being processed sequentially
rather than concurrently resulting in; no
clear entry point for businesses, difficulty
navigating the approvals process, lack
of understanding upfront of the various
approvals and their sequencing, and unclear

“Council departments don’t
seem to coordinate so I
could get so far down the
track with planning and then
realise I need to talk to the
people in food and then
start all over again.”
Small business

and often contradictory advice from the
various regulators, and susbtantial delays.
“Delays and requests for
more information just slow
everything down and cost
money, better information
at the beginning would be
helpful.”
Small business

Requests for licenses, permits or approvals are not
currently coordinated
Cafes and Restaurants could potentially require up to 11 licences,
permits or other approvals from both local government and state
government. This could mean an average additional cost per
business of $16,000. Reducing the volume of regulation, reducing
approval waiting times and information provision were the most
highly valued improvements to a business ‘start-up’ phase by
respondents to the DEDJTR survey. Many thought that creating
tools and systems supporting a single touch point regulatory
application would ease the burden of compliance. Overwhelmingly
small business thought that complications and delays in the
approval process could be solved by better information and more
coordinated applications up front.
Industry round tables identified that councils are not proactive
in providing advice prior to lodgment of permit applications.
Issues include unclear advice, unclear sequencing when multiple
approvals were required and delays. The Productivity Commission
and previous inquiries by the Victorian Competition and Efficiency
Commission (VCEC) have highlighted similar issues.

Some applicants value faster application processing
over money as lengthy approvals times add cost
In addition to delays caused by sequential approvals processing,
regulators often take a long time to decide on a given application.
While statutory time-frames are often in place, regulators
frequently require further information at multiple points
throughout the process restarting the clock. VicSmart is a system
currently in place to fast-track low risk applications for which only
a small number of applications qualify. In addition it seems that
statutory time frames are easily reset removing the incentive to
process an application quickly.
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•

107 out of 223 respondents reported that a reduction in
application processing delays was a priority.

•

The total length of time from application to approval was
between six to 18 months, significantly adding to the
financial burden on small businesses.

•

Long delays when applying to change the use of a
premises and lengthy delays when waiting for approvals
more generally are costly factors that discourage business
establishment and expansion.

•

Delays in decisions by regulators and the lack of clarity in
expected timeframes have been previously identified by
the Productivity Commission and
past inquiries by the VCEC
as significant issues.

“While VicSmart assisted
with reduced wait times,
the program needs to be
expanded so it benefits
more people.”
Council rep
“Notification, advertising
requirements and council
triggers can cause unnecessary
additional delays and that
costs a small business a lot of
money and stress.”
Small business advisor

“I’d rather pay to have a
quick no, so I don’t waste
time and money than hang on
and on wondering which way
it’s going to go.”
Small business

“There are 79 different
councils all at different stages
of digitising their services and
it’s impossible to know how
each one of them work, and
what the difference is in price
between councils”
Council rep
“It can sometimes take a
week or more to get a cheque
received at the front desk
scanned in and passed back to
our department so we know that
we can take the next steps with
the application.”
Council worker

Costly approvals for low risk activity
A number of approvals are required for activities that are low
risk. The existence of approvals in these situations is inefficient,
disproportionate to the regulatory need and adds cost and delay.
Low risk activities that require a permit include: external works,
footpath trading, signage and car park waivers/permits. Industry
round-tables identified the need for approvals in low-risk activities,
specifically signage and footpath trading, was disproportionate.
The disproportionate regulation affects larger businesses as well.
A business owner who was building a factory for manufacturing
purposes was required to provide 411 car parking spaces. Following
a six month processes of applying for a waiver this number was
reduced to 112, still far more than the number of employees he
intends to hire. In particular we heard that:
•

Current car parking guidelines are based on ‘footprint’ (area
of business premises), a metric that is out of date with
current needs.

•

There is a very high level of exemptions from car parking
requirements granted by council which suggests the long and
costly process is disproportionate to the public risk.

•

The cost of delay for businesses was too great to wait for a
permit. Given the low risk nature of these activities, business
owners were frequently operating without a permit and
willingly paying the fine if they are caught.

•

Current exemptions for signage permits need to be updated.

•

Councils believe resources could be better spent regulating
high risk activities.

The applications process is not transparent for
applicants
Inconsistent use of digital tools mean it’s difficult for regulators
to let applicants know which stage of the application process
they are up to and any indicative time frames. In addition there
are a number of license applications that remain paper based
(or PDF). The lack of online versions for these licenses increases
time and frustration for businesses owners to complete the
forms and for regulators to process, resulting in an overall
decrease in transparency, efficiency and an increase in time.
Business representatives reported that the manualised nature of
applications was out of step with an increasingly digitally savvy
business environment and they wanted greater certainty and
transparency regarding the status of their application to match
their experience of online business banking (for example).
The use of in-trays and internal mail as well as postal services
reduce speed, efficiency and accuracy, and provides no means
to collect data to track performance, throughput and blockages
through the process.
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“Why am I
providing similar
information
again?”

4. Procure food
safety plans

“Why aren’t there
digital processes
and terms?”

5. Fill out forms,
submit and pay

6. Receive approval plans with
conditions and advice that
more permits including
‘change of use’ to trade as a
restaurant and changes to the
internal fitout are required to
meet food safety standards.
Referred internally to planning
department

20. Receive request for
further information from
external referral agency
(e.g VicRoads)

“Why is this
taking so long!”

19. Wait and contact
council to check status
(4 weeks)
18. Procure and supply
further information
through consultant
17. Receive formal
request for further
information

EH
7. Contact Planning
Department for
initial advice

8. Procure a planning
consultant and obtain
plans and fee proposals

“Why didn’t I
know about
planning permits
at the beginning?”

9. Schedule, pay
and prepare for a
pre-application
meeting

Planning

Council concierge

16. Wait and contact
council to check status

14. Council refers to internal experts
including; urban planning expert,
traffic engineer for car parking permit
/ waiver, heritage expert for premises
within heritage overlay, Environmental
Health Department for initial food
business registration check and
“ Why couldn’t I
acoustic engineer on noise
13. Complete land use activity permit
application including application for
signage, submit & pay

27. Wait for notice
period to lapse and
receive planning permit

deal with one
department for
all permits and
approvals?”

49. Liquor application
goes to hearing
65. Commerce
trading

“Why isn’t this
happening at the
same time as
other permits?”

28. Update and
submit plans

43. Surveyor lodges
documentation with
council for record keeping

29. Receive
endorsed plans

42. Surveyor conducts
final inspection at
completion of construction

30. Engage builder to
prepare building plans

31. Call building
surveyor to apply for
permit to build internal
fit-out and access way
32. Authorise
builder to submit
plans

15. Council refers externally
to VicRoads re road access
and Water Authority

12. Commission detailed
site development plan and
required reports

Single application form

“Where is the
process up to
and how much
longer will it
take?”

44. Referred to
VCGLR from
Planning
department to
obtain a liquor
license

48. VCGLR publishes
liquor application

16. Wait and
contact council
to check status

“Where is the
process up to
and how much
longer will it
take?”

41. Complete
construction

VCGLR
40. Surveyor conducts
inspection during
construction

50. Obtain liquor
license

51. Contact council for
information about other
permits and organise a
pre-application meeting with
Local Laws Department

EH

64. Obtain food
business registration

52. Commission
footpath usage site
plans

63. Reinspection
by EHO

53. Lodge application
for A-frame signage
permit

62. Complete
actions from
directions
61. Inspection with
EHO and receive
direction

54. Lodge application
for footpath trading
permit

60. Submit fit-out
plans for food
premises

55. Council seeks
consent from VicRoads
as adjoining road
reserve is ‘Road Zone’

39. Builder
commences work

33. Submit building
permit application

38. Receive approval with
conditions

“Why isn’t there
just one permit
process?”

37. Adjoining property owners
informed

Building
Department

From sequential to concurrent processing

36. Surveyor seeks consent from
external reporting authority (e.g.
planned access ramp is partially
over an easement)

App tracker
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3. EHO provides
food registration
specific advice

21. Procure and submit
further information to
council. Council
conducts site inspection

26. Receive notice of
‘Decision to Grant Permit’
and a draft permit

45. Lodge liquor
licence application
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2. Call front desk
and get put
through to the
EHO

25. Make short presentation
at Council hearing to
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and submission reviews
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1. I’ve signed a lease for a
former bookstore and now
need a permit and approvals

46. Receive request for
information from VCGLR
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John’s experience with Approvals

“Why isn’t there
a service to help
me all the way
through?”

59. Apply for a food
registration permit

“Why is
this always
last minute?”

Focus on what matters

58. Review food
registration process
previously commenced

Time beats money

Breaking down the
approval problems

There is no single entry point for business owners to initiate
the approvals process. When contact is made with council,
the service provided rarely addresses the commercial
needs of business owners and small businesses report
a poor service experience. The fragmented entry and
service points prevents upfront access to comprehensive
information that cuts across the entire set of approvals.
The net impact is that business owners are unable to
access comprehensive, accurate and consistent upfront
information and advice. This is the biggest driver of
downstream delay and frustration for business owners and
results in inefficient approvals process due to incomplete
and inaccurate applications with proposals that may not fit
with the applicant’s commercial aims.

Small businesses submit multiple applications and pay
multiple fees to a range of decision makers through
inconsistent channels (online and paper-based). These
applications are accompanied with duplicated information
requirements. The separate applications are often
completed at different stages of the approvals process. This
contributes to sequencing of application submission and
consideration, delay, uncertainty, cost and frustration for
small business.

Applicants are unable to access real time information
as to the status of their application and lack certainy as
to progress and likely timelines for decisions. Similarly,
regulators lack tools to manage the workflow, identify
process stoppages and collect data and intelligence about
performance of the approvals process and officers working
at different stages of the process. This frustrates small
business owners, results in poor service experience and
limits regulators’ ability to continually and responsively
improve the approvals processes based on real time
information as to process performance.

Council departments and decision makers involved in the
application process have a legacy of working independently
when considering applications. This leads to sequential
processing of applications, inconsistent advice, delays and
multiple inconsistent yet overlapping information requests.
This also prevents Councils from creating a differentiated
process that is customised to the nature and complexity of
each application. The overall effect is delay for applicants and
inefficiency for decision makers.

There is a lack of collaboration between regulators which
leads to sequential processing of applications. This leads to
delays, inefficiency, additional cost to the application process
and frustration for the applicant.

There are applicants who value a quick decision on their
application over and above the cost of obtaining approval (e.g.
a particular business may have an imperative to commence
trading before the holiday season when there will be a
surge in customer demand). The one size fits all application
process doesn’t provide an option for applicants to choose
an outcome that fits their commercial aims. While premium
offers have been developed in some Councils and VicSmart is
available for a small set of applications, a premium solution
that is consistent and scalable across Victoria and builds on
these initiatives is not available.

There are legacy approval requirements that trigger the
need for a permit where the burden on businesses is seen
to be disproportionate to the public risk. These approvals
add unnecessary time and cost in establishing a businesses
without the necessary level of improvement to public safety.
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Snapshot of solutions
Council concierge
A single entry point for business owners with multiple
tiers of service delivery that progressively support small
business owners towards completion of their application.
The service helps identify permits that will be required,
provides continuous service throughout the approvals
process and helps the applicant identify a permit
application that meets its commercial aims and risks.
The first ‘tier’ is a digital tool that gathers information
and filters the applicant’s issues and concerns through
a detailed online questionnaire with automated analysis
and immediate responses. Over time, the digital tool can
be improved to include ‘bot’ capability with real time chat
with the aim to minimise reliance on the next tier of the
solution.
The second ‘tier’ is a highly skilled and knowledgeable
business ‘host’ who builds on the outcomes of the
tool and gathers additional information regarding the
applicant’s commercial aims and provides solutions
to assist this provides end-to-end service continuity
throughout the application process. The host ‘triages’ the
application based on complexity and guides them to a
single online application. The host provides end-to-end
service continuity throughout the application process.

Single application form
A single digitally-enabled application for all approval
requirements that is customised to the specific proposal
for each applicant. A key feature of the report is
consistent across all councils and includes council based
permits (e.g. planning, environmental health and local
laws) and external referrals (e.g. VicRoads).

The sections of the application and relevant accompanying
information are automatically sent to each decision maker
for concurrent processing so the applicant and each decision
maker sees one set of information relevant to their needs and
the scope of their role. From the applicant’s perspective (‘front
of house’) this solution provides a single digital application
form containing only relevant sections (based on the preapplication service), information, fee details and flexible
payment options.
Each decision maker (‘back of house’) receives the information
relevant to the scope of their decision. This allows concurrent
processing and will only allow forms to be submitted that have
complete an accurate information.

The options are:
•

Council departments and external agencies (e.g. VCGLR)
issue joint requests for more information.

•

A single request for additional information combining
required information from each regulator.

•

Concurrent inspections (e.g. Planning and Environmental
Health).

•

Local laws delegates footpath trading and sign assessment
to planning department (if ‘as of right’ not adopted).

•

Joint notifications to local residents (e.g. Planning and
VCGLR) Reduced statutory timeframes (e.g. post requests
for more information) .

•

Increased delegations of authority from council to council
officers.

•

Council to commission twice yearly council traffic report
(move away from constituent traffic reports).

From sequential to concurrent processing
A multi-disciplinary team led by the team or person that is
a best fit based on the nature of the application. The team
meets periodically to review applications and conduct a risk
assessment to determine complexity and how to appropriately
treat the application to ensure a quality and quick decision and
experience for the applicant.
The team decides how to treat the application: low risk
applications for fast tracking (e.g. Kingston City Council,
STAR process); or higher risk application assigned to the
most appropriate leader (e.g. planning department). The
involvement of each department is identified and tasks added
to a workflow management system for concurrent processing.
Areas of interdependence are identified and the lead regulator
holds other departments accountable for progress and project
manages the completion of the application process.
Teams can be physically co-located or collaborate virtually
using digital tools (e.g. Skype for business). These will
be particularly helpful for smaller councils who may pool
resources.
A suite of options for regulators to increase concurrent process
of applications supported by a multi-disciplinary team that
meets to review applications and determine how to treat them
appropriately.

Time beats money
A fee for service offer for faster application processing
(premium processing). The service applies to eligible proposals,
triggering an alternative processes and timeline for approval
based on the applicant’s selection.
Eligibility is identified at first point of contact by the business
‘host’ and is offered to applicants as an alternative. Eligibility will
focus on planning permits and offer differentiated pricing based
on the nature of the application and the demand for timeliness.
A standard set of service level agreements (that will be used
to ensure certainty for applicants and to provide for refunds/
penalties for failure of the decision maker to comply with the
service standards).
A set of delivery models will be made available to Councils
based on their resource availability, operating requirements and
application demand.
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These include:
•

Approved planning consultants (similar to building
surveying consultants) to make decisions on behalf of
Council.

Over time, data analytics can further inform typical
timeframes, common stoppages and help identify
opportunities for continuous improvement.

Focus on what matters

•

Accredited private providers to assess applications
and make recommendations to Council delegates for a
decision.

Reduce the number of triggers for permit applications
through three initiatives: develop ‘as of right’ standards;
delegate regulatory authority; and expand VicSmart.

•

Outsourcing of application consideration between
Councils using a consortium model.

•

Pooled resources across councils to allocate and deal with
a surge in demand.

Apply ‘as of right’ standards to set out parameters of when
an application is not required (e.g. acceptable dimensions
and placement of a flue). Digital tools such as google maps,
street view and photo-sharing can be utilised to ease the
burden of enforcement.

Over time, artificial Intelligence applications can be used for
automatic decisions on specific components of the application
(similar to credit card approvals) to facilitate a speedier
process without additional cost.

App tracker
A digital application for managing, tracking, recording and
evaluating the progress of applications. This solution provides
both an interface for the applicant to update themselves on the
approvals process and for regulators to manage their workflow
and improve process performance.
The application can be a website or smartphone application
that is hosted on either state or council websites with
a timeline of the entire application processes from first
engagement until approval to trade.
Applicants can see what stage of the process their application
is in, indicative time frames, additional information about
each stage and optional push notifications if action is required
or stoppages occur. The platform can be connected with
regulators’ workflow management and provide an aggregated
data dashboard for managers to view performance in real-time,
and to assess individual and team performance.

For more information see Appendix B - Solution in detail (p32).

Proposed areas include:
•

external works

•

footpath trading

•

temporary signage.

Amend the Planning Provisions and Environment (1987) in
areas that impose disproportionate regulation:
•

Car Parks to no longer use floor space as a calculation
mechanism for number of spaces

•

Update and expand exemptions to signage permit
requirements.

VicRoads to delegate regulatory authority for liquor trading
on footpath to Council thereby removing an additional
referral authority.
•

Expand VicSmart to apply to a greater number of eligible
categories to increase the use of this decision making
model and application.

•

Remove legislative barriers that prevent the ability for
Councils and VCGLR to concurrently consider and
approve planning and liquor licensing applications.
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Journey Map | Approvals Solution
I know...

I can...
What I need to do and how much
it wil cost? What proposal is most
likely to succeed. How long it is
likely to take. The biggest
Challenges to overcome. I am
getting continuous and supportive
advice and direction with clear
channels.

SHAPE

(Council concierge)

Complete one easily accessible
application. Be self-sufficient to
complete it. Get clear advice in a
timely fashion with continuitty and
clear channels. Provide one version
of each information without duplication and requests. Submit and pay
once and online in a fully compliant
application for all permits and
approvals.

Early proactive and
tailored advice to help
share the proposal and
requrements

The clarity to track the status of
the appcation throughout the process.
One point of contact for support.
Minimal surprises throughout the
process. One integrated request for
further information as early as
possible. An outcome much quiter
relative to the complexity of the
application

PREPARE

(From sequential to concurrent processing)

TRACK

(Let’s focus on what matters)

Triage of the case based
on how best to deal with
it and get it through
easily and quickly

A dedicated customer
service experience that
fits the application and
needs of approval

Single helpful access
point for all approval
requreiments

I receive...

A single interactive form
and fee that is filled out
and submitted once

From sequential
to concurrent
processing

Differentiated permit
requirements and process
for specific low risk, high
volume types

App tracker

A real-time online
system that helps the
applicant see timelines
and progresses

What we heard about
food safety
Inconsistent administration of the
Food Act both within and between the 79
local council areas.
The lack of strong linkages between DHHS,
councils and other food regulators makes
it difficult to ensure agreement on what
a consistent approach looks like for small
food business. In addition there is a lack of
consistency in administration of the Food
Act between the 79 councils leading to
uncertainty for businesses operating across
council areas, increased costs of meeting
regulatory requirements where these are
interpreted differently by councils and
increased risks of fines.

“Officers see matters
differently when inspecting
the same workplace and as
a result there is significant
inconsistency with arbitrary
decisions and enforcement.”
Master Grocers Australia

“I had no issues for a number
of years until a new EHO was
assigned to inspect my store,
who identified a number of
issues. I was confused because
the previous EHO had never
raised it as a problem.”
Small business
“It’s tricky sometimes it feels
like the result of an inspection
depends on which particular
EHO was assigned on a
given day. It’s hard to have
confidence that the result will
be fair and consistent.”
Small business
“I have small franchises in
lots of different councils and
they all have different ways
of applying the Act, it would
be easier if there was just
a single check list.”
Small business

“Because of the
inconsistency between
councils I never really provide
advice any more on food
safety because there is just
no way to be confident I am
giving the right information”
Small business

Councils currently charge different fees
Fees for the same service are different council to council, there
is nowhere currently for small business owners to look up and
compare fees. This is especially important in the pre-start up
phase for small business owners when they are considering
where to start their small business.
Beyond start up it is also hard to understand what ongoing fees
will be necessary and what they cover. Information on fees is
often not publicly or readily available, so whilst many do not
necessarily feel the fee is unfair, they are unclear as to what is
covered by the fee and what value or level of service they can
expect for paying the fee.

“If the service is the same
I don’t understand why the
fee is different in different
places - it makes no
sense?”
“I don’t feel the fees are
Small business
unfair but it would be helpful
to understand the logic of
where they came from, so I
can answer business owners
questions more fully.”
Council officer

“I am happy to pay but I don’t
really understand what I get
for the money and what value
it adds. Some places charge
more and do more things - it
makes it difficult for me to
understand what’s what.”
Small business
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Requirements to keep records add burden and are
unrelated to food safety outcomes
Record keeping is time consuming, administratively complex and
may not achieve the intended outcome of safe food. Best practice
regulation dictates that compliance activities should be outcomes
focussed in this case the outcome
is safe food not compliance
for its own sake.

$5,500

There is no single application process for councils,
“ I feel like the things we have to
do are much more appropriate for
bigger food premises that manage
large volumes of food, operate in
higher risk environments and have
numerous employees that don’t
always work together.”
Small business

“I don’t have time to write
down the temperature of the
fridge, and writing it down
doesn’t improve food safety
- the check improves food
safety”.
Small business
“I have small franchises in
lots of different councils and
they all have different ways
of applying the Act, it would
be easier if there was just
a single check list.”
Small business

$3,000

$6,400

“Business is often impacted
by the burden of multiple
but comparatively minor
regulatory imposts.”
The Victorian Chamber of
Commerce and Industry

and each council administers the Act differently,
creating inefficiency in council and a poor experience
for small business
Applications represented the highest level of burden for business
in the review. Each council (and teams within council) typically
operate their own database, with unique registration forms and
subsequent back office processes. There is evidence that the
majority of Councils ask for and collect varied and sometimes
unnecessary information at the point of application. Different
systems, different processes and different application forms all
mean it is difficult to collect and interpret reliable data about food
safety. Much of the information relating to food businesses; their
registration, compliance history and enforcement activities are
required to be reported to DHHS and Local Government Victoria
by Local Government and for some councils this can be an
administrative burden.
This is all in stark contrast to Streatrader (which only functions
for mobile and temporary food businesses), where there is a
centralised approach to managing engagement with business,
processing and data collection.

“Most business owners I speak
with fill in their record templates
when they have spare time,
not when they do the activity
they’re recording.”
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Planning regimes and some council processes are

a statement of trade but only in line with the reasons outlined
in the Act, such as incorrect/insufficient detail. The benefits
of Streatrader for mobile food businesses are largely due to
its ‘one-stop-shop’ nature. Unless all councils use Streatrader,
business owners are still required to approach individual
councils and thus the benefits of Streatrader are diminished.
Council’s participation in the state wide registration system
(Streatrader) is a requirement under the Food Act (refer 7A).

not conducive to the operation of temporary and
mobile food businesses
The launch of Streatrader’s (a single system for temporary
and mobile food business) has been successful in streamlining
and simplifying the process, there is now an opportunity to
strengthen this model and develop it even further including:
•

Food trucks and some temporary food premises operators
are required to seek additional trading permits outside
Streatrader, including for private events on private land as
required by Council local laws (Australian Mobile Food
Vendors Group; AMFVG)

•

Difficulty in gaining necessary permits for roadside
trading, food truck festivals and food truck parks due to
Council local laws (AMFVG)

•

Businesses also noted that temporary and mobile food
businesses are often required to seek additional advice
from council websites to understand specific obligations
and permits, increasing the difficulty and cost of operation
(AMFVG)

•

Some businesses noted a limitation on mobility as a
result of an existing rule that requires them to submit
a statement of trade (SOT) at least 5 days before they
intend to trade in a particular area. This prevents mobile
and temporary food food businesses from relocating
quickly should trade at a particular location be poor or
planning for alternative trading locations/opportunities
limited or diminished.

•

There is anecdotal evidence that some councils delay
or refuse to accept SOTs. However, we note that this
issue has been resolved, as when a business lodges a
SOT the status is immediately current and they are not
required to wait for approval. A Council may still decline

•

Following the approval of a SOT, businesses that intend
to trade at an event are typically required by the event
coordinator to manually send them their SOT. Some mobile
food vendors trade in potentially hundreds of events annually.
The addition of duplicative manual administrative tasks is an
unnecessary burden on business owners.

•

EHOs anecdotally reported that not all EHOs upload full
inspection reports onto Streatrader. When a trader moves
into a new area, if the EHO of the new location is unable
to access a full inspection report they may conduct their
own inspection despite the business having been recently
inspected thus burdening the business with an unnecessary
inspection.

•

There are many circumstances where Councils are not fully
utilising the inspection or compliance information available
in Streatrader and inspect a business regardless. In some
circumstances this has seen traders with a good compliance
history being inspected up to 15 times in one year placing
additional burden on the business.

“It might be time now
just to say to every
council, you simply
have to use it”
Council representative
Page
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Running of the business

Setting up new business

John’s
experience
with Food
Safety

“I have small franchises in lots
of different councils and they
all have different ways of
applying the Act, it would be
easier if there was just a
single check list.”

6. Education

5. Process
Questions

MIN 1 year
assesment

4. Set up
Certificate
- Hard copy
- Electronic

Inspection

Same charge more
than a one per year

1. Apply for register action

13. Wait and contact council
to check status (4 weeks)

2. Cursory Check
(1 week)

3. Advice or request for
more infomation

1.
- Sampling
- follow up
- food recall

7. Contact planning
department and get 5
some initial advise
16. Wait and
contact council
to check status

Payments

Pays at front
counter. Cash,
cheque or card

Internal Mail

Scan it and
send it on
5 Days

B.S.O
Admin for
EHO

Allocate to
others

Breaking down the food
safety problems

Inconsistent administration of the

Lack of transparency and consistency

Food Act both within and between the

in the setting of fees by councils.

79 local council areas.

Variability in registration forms,
management and interpretation of
business data by councils leading to
inefficient and inconsistent processes by

Record keeping requirements are a
considerable burden with minimal
improvements to food safety.

councils.

Planning regimes and some council
processes are not conducive to the
operation of temporary and mobile food
businesses.
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Clarity for all

Under this solution councils would increase transparency by
publishing their fees on their website and provide a breakdown
of costs. This information would need to be provided in an
easily accessible format and appropriate location so that
business could readily understand what fees they could expect.

Inconsistent administration of the Food Act within
the 79 councils.

The right records

Snapshot of solutions

Increased collaboration between regulators (DHHS, DEDJTR
and councils) and additional guidance aimed at helping
regulators interpret and adopt consistent approaches via the
establishment of a co-design working group.
Co-design working group comprising representatives from:
•

small business

•

an EHO for each local government region

•

DHHS (Chair, Secretariat)

•

MAV.

The Group’s role would be to consider and agree on the
best practice approach to food safety regulation where a
single response is not obvious. For example, some initial
areas for consideration may include:
•

•

how councils should administer the registration
process. This could include questions such as what
should be asked on an initial registration form and what
platform the form should be available on
a common framework to aid EHOs in conducting
inspections and communication with business.

Upon reaching a consensus, the working group would
present its agreed position to DHHS for a final decision
and guidance (or practice notes) to be distributed to local
governments and made publicly available.

Open fees
Business told us that there is a lack of transparency and
consistency in local government fees.

This portal would include:
•

standardised online form and process

•

review and process application functions for local government

•

fee information, payment options and invoicing functions and
general account management for food business

Record keeping requirements present business with
compliance burden that may not correspond to food safety
outcomes.
Under this solution the reporting burden would be reduced for
some businesses by removing the requirement to maintain
and produce food handling and safety records where the
maintenance of the record itself does not contribute to
ensuring safe food. For example, the imperative to record
fridge temperatures is so that the business operator can prove
that the temperature of refrigerated food was maintained at
appropriate levels. However, it is the temperature check itself
which goes to achieving the food safety outcome, not the
recording of the temperature.
The requirement for certain food businesses to maintain
records would be removed. This should only occur where
there is no direct connection between the creation of the
record and the food safety outcome. A responsible person (the
business owner or operator) would be required to certify to
regulators that all applicable food safety standards had been
met. Certification by the responsible person would be used
for compliance and enforcement purposes in the event that
unsafe food was identified (through inspections and consumer
complaints). The responsible person would be expected to
be able to demonstrate to an EHO that food safety had been
achieved at all times. Completing a Food Safety Program would
be optional, although encouraged. Businesses could opt to
maintain a Food Safety Program and records.

FixTrader online
There is variability in registration forms, management and
interpretation of business data.
Under this solution an online centralised application portal and
single database for fixed premises would be established.

•

management of compliance history and FSP information

•

availability of “live” data and information about food
businesses which can be utilised in the case of a food
outbreak or investigation.

A reporting function for councils to send reports to DHHS and
LGV would also be created. This process could be automated (as it
is for Streatrader).

Expand Streatrader
Planning regimes and some council processes are not conducive to
the operation of temporary and mobile food businesses.
The success of Streatrader would be built on to include a range of
improvements:
•

Communication between mobile and temporary food vendors
and event organisers will be automated. This can be achieved
either via:
•

the automatically forward of SOT to a registered event
coordinator via the Streatrader platform

•

the providision event coordinators with their own
Streatrader login whereby they are able to check SOT for
each of their food vendors

•

Notification wait periods will be reduced to one business day.
The requirement for a five day waiting period dates back to a
time when a SOT was manually handled.

•

EHOs would also be compelled to upload full inspections
reports within an agreed timeframe to ensure information is
up to date and accurate. Easily accessible inspections reports
will allow EHOs in an area that has recently received a new
mobile food vendor to use greater discretion in determining
whether or not an inspection is warranted.

For more information see
Appendix B - Solution in detail (p32).
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Journey Map | Food Solution
Co-design group:

Right records:

“I can expect the same
outcome regardless of
which EHO inspects my
business and what area I
operate.”

Streatrader:

“I can focus on activities that
actually increase food safety
now that I don’t have to spend
as much time keeping records
that don’t improve the safety of
my food.”

“I will take my food truck
to more events this year
now that Streatrader is
saving me even more
time and hassle.”

Expand Streatrader
Auto-approval of statements,
reduce notification wait periods to one
business day and compulsory uploading
of full inspections reports

The right records
Remove the requirement to
maintain and produce food
handling and safety records

Clarity for all
Working group to establish increased
collaboration between regulators and
additional guidance aimed at helping
regulators interpret.

Open Fees
Increased guidance to
councils on how to set
and publicise their fees.

FixTrader Online
Online centralised
application portal and
single database

Bringing it all together
The feedback from small business was clear,
whilst there is a regulatory burden there are also

Organisation
Design

Product
Design

Service
Design

#1. Taking it to the people

#3. Tailored to my needs

#2. No wrong door Link all

Pushing information through

Responsive website that helps

council and state government

the channels small business

small business prepare, through

websites to www.business.vic.

already trust.

a series of questions and

gov.au and create a map of what

prompts.

information is held where to help

opportunities to redesign the way regulations

small business navigate.

are administered that would add value to small

#4. Maximise use of ABLIS

#5. Writing for business not

business.

Host ABLIS search on all

bureaucrats

government websites and

A program to improve the quality

improve the user experience.

of content being produced,

Digital progress in particular presents a number of
opportunities to both improve the experience for small
business owners and save time and administration for
regulators. To achieve real transformation, changes need to
be made in a more systemic way. For example:
•

•

•

If regulations are changed but the way services are
delivered are not redesigned to be more customer
focussed small business will not feel the full potential
benefit.
If services are redesigned but technology is not used to
underpin new ways of working, new services will not be
scalable and will always remain at pilot stage. Business
owners across Victoria will continue to receive a varied
and inconsistent service.
If new services and technology are implemented and
regulators do not rearrange their organisations around
customer focused ways of working, as opposed to
professions or specialisms as they currently organised.
Regulators themselves are unlikely to feel any benefit
and the back-of-house is likely to remain siloed.

Solutions have been arranged around these themes for
DEDJTR and colleagues across government to think about
the relationships between these components and the
different methods that might exist to move solutions towards
implementation.

Regulation
Reform

including use of videos, case
studies and scenarios to illustrate.

#8. From sequential to

#6. Council concierge

#7. Single application form

#11. Focus on what matters

concurrent processing
A multidisciplinary team
assembled to manage complex

A digital tool hosted by councils

Single application form for small

Introduce as of right, reduce

that helps small business

business to councils and other

requirement of EPA and

understand what approvals are

external regulators to reduce

delegate powers where services

applications. A range of options

necessary for their business.

duplicate for small business and

naturally combine.

to get regulators to coordinate.

for councils.
#10. App traker

#9. Time beats money

A digital tool that helps councils

A fast track fee for service

and small business to track,

program that helps eligible small

manage and record progress of

businesses get a quick yes/no to

an application.

save time and money.

#12. Clarity for all

#13. FixTrader

#14. Open fees

#15. The right records

A multidisciplinary team from

Replicate Streatrader for

Councils to publish fees and

Remove the requirements for

across government working in

fixed-trade food premises.

levels of service for all of the

food businesses to maintain

a structured way to develop

Streamlining the process

various applications, so small

documents that do not contribute

guidance notes and other

and build a more consistent

business are informed about

directly to safe food and move to a

improvements over time.

approach across councils.

costs and expected timescales.

“certify” model.
#16. Expand Streatrader
A range of reforms to improve
even further including autoaccept
of statement of trade, event

29 notice
coordinatorPage
logins, reduce
periods to one day and more.

APPENDIX A - The
design-based approach
to identifying regulatory
options

Organisation design

Regulatory
best practice
framework

It’s hard to imagine how overwhelming and difficult
it might be for someone who wants to start their own
small business to understand all they need to do comply
with the various different parts of government. They
need to understand the different requirements from
regulators at different levels of government, and the
nuances of how these regulations are applied differently
from place to place. Services working in isolation from
each other mean more often than not small business
owners find it hard to navigate and understand which
part of government needs what and why.

Reduce
burden for small
business.

Product
design

Service design

The Nous fast design approach provides a way of tackling complex
problems with lots of interdependent factors, by moving out of
defensive and reactive ways of working and in to considering problems
and challenges from a whole –system perspective .

Benefits of a sprint approach
Sprints were designed to focus on each regulation area, with
multidisciplnary teams working together in a deliberate and
intentional way across a series of themes. Each sprint had check-ins
with additional expert stakeholders and key government decisionmakers. This ensured equal attention was paid to each area and that
DEDJTR developed discrete and tailored options across the end-toend customer experience.

Sprints provide:
•

Intensity and focus to deliver: sprints enable the project team to delve deeply in to the specific design
challenges with focus and rigor.

•

Iterative and efficient design approach that enables those engaged in the process to test and refine options.
Daily stand ups, collaborative working and project retrospectives at key points provides opportunity for the
project team to change direction and work in a more agile way throughout. It enabled DEDJTR– working directly
with stakeholders – to quickly move from analysis into option development, refinement and recommendations.
The process produced practical reform options that will lead to a high level of stakeholder buy-in and
acceptance of the range of options.
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•

Methods to filter, interrogate and prioritise options: through an open codesign process, building engagement and buy in as the sprint develops.

•

Genuine engagement of stakeholders throughout the design, testing and
refinement of options.

•

The ability to cross-pollinate and share ideas across each sprint: recognising
that, whilst each regulation area will be considered separately, there is value in
coming together to understand how collectively solutions might influence the
experience for small business customers.

•

Refinement and delivery: taking the options from the draft reports developed
across the sprints and turning them into specific actionable proposals.
Together, we will test the options that have emerged, examine them against
emerging trends and different scenarios, and assess how they might be
implemented.

•

•

Whole system: Sprints look at the design of the whole system and how it
works (or sometimes doesn’t work) together, paying attention to patterns,
behaviours and motivations and generates insight in to what might be done to
change things.
Touchpoints: It illustrates the touch-points in the various parts of the system,
where they overlap and how different parts of the service relate to each other,
and where any new product, service or regulatory change might best sit.

•

Shine a light on where the gaps are and why they might exist and persist.

•

Using Agile sprint methodology the process is quick and dynamic, creating
meaning as it emerges rather than diagnosing answers in isolation, upfront.

•

Iterative in nature and agnostic in regards to services, channels or products
and tools, it works simply to uncover the problems to solve and what might be
done to solve it.

Rhythm of a design sprint
Nous used our tried and tested methodology to bring together the rigour of Agile and the designer’s
mindset to enquire, understand and create solutions. The structure of each sprint reflected the
design thinking process covering research, framing of problems, rapid idealisation and co-design
of solutions. A daily rhythm was developed for high productivity, with sessions to share and test
learning with a broader group of stakeholders.

Discover and define
Discover
•

Immerse sprint team in the research completed

•

Identify themes for further investigation to understand the problem space more deeply

•

Identify any gaps in research and seek to fill them (interviews, observations, desk research, mystery
shop surveys etc).

Define
•

Problem definition and refinement based on any new insight at discovery and turning problems
in to design challenges to solve

•

Understand the problems or pain points in context of the end-to-end experience of a small
business owner

•

Develop a rich picture of who we are designing solutions for and how that might influence what
solutions might work best.

Design
•

Rapid creation of a number of concepts to solve specific design challenges

•

Testing of those concepts with small business owners and government departments, for feedback

•

Refining of concepts based on testing feedback.

Develop and deliver
•

Understand how solutions might work in context and the benefit they might bring to the small
business owner

•

Fill in some of the details of how a solution might be put in to practice, along with any considerations
or constraints

•

Understand how a solution might be piloted.
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APPENDIX B - Solutions in detail
Access to information
Taking it to the people
Problem it’s solving

Distribution channels are poorly leveraged, some people don’t seek information and some businesses don’t trust government
and therefore avoid government.

Description

This solution involves promoting information and better utilising trusted channels to provide information to a wider audience:
 Information is ‘pushed’ directly to small businesses and to intermediaries (including professional associations like CPA, VCCI
and other chambers of commerce; the Australian Retailers Association; Master Grocers Australia and industry associations;
community organisations; other regulators; and councils) via online (government and intermediary websites) and face-toface (small business events and intermediary engagement with members) contact methods.
 A market strategy would be developed to purposefully target intermediaries who are already in contact with small businesses
and to push information directly to disengaged small business owners.
 Additional resources would be required to:
 tailor government resources to small business need, depending on the channel of communication or distribution
 send representatives and printed resources to industry events.


Who are the users






Advantages/benefits
to small business





Individuals not already engaged in government websites.
Individuals already engaged with intermediaries.
Intermediaries.
People and businesses see the information in places they already regularly go to for advice, rather than having to go and look
for it. This could be in Facebook industry groups, in their industry magazines or newsletters, at their industry events or
networking nights.
Business get additional relevant information from intermediaries.
The language is easy to understand because it is informed by the feedback from individuals and intermediaries.
The information content fits business need because it is tailored according to individual and intermediaries’ feedback.
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1.

Options

Increase current channel use:
Improve current advertising: such as Google search, cross-promotion between government and intermediaries, Facebook
advertising and mail-outs.
 Improve visibility at existing government and existing partner events, e.g. use RDV to reach out to rural areas, use existing
Victorian government events like business buses, business festivals and business centres.
 Use trusted partners to push information to business:
 Advertise in industry magazines and at industry events; to social networks connected to makers hubs; and co-design
spaces/accelerators.
 Use incentives to encourage intermediaries’ take-up of information (such as vouchers).
2. Work with partners to listen to businesses so that the information government pushes is tailored to what business says it
needs:
 Collect analytics from web usage to inform resource design.
 Tailor promotion and geo-targeting according to industry requirements.
 Conduct phone surveys.
 Develop a marketing campaign to reach out to businesses directly.

Implementation

Develop marketing and promotion strategy, incorporating direct and indirect channels.
Use web analytics to identify appropriate Google search terms and target information.
Map intermediaries.
Map non-standard channels and sources of information (e.g. Facebook groups).
Work with intermediaries to ensure they have tailored resources.
Increase attendance at industry and community events, in line with marketing and promotion strategy.
Co-develop resources.
Create on-going communication channels for regular review and improvement.







How will you measure
success

Measure success as:
1. higher website traffic from click-throughs
2. engagement at events the department attends
3. intermediaries’ eagerness to work with the department.
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Risks

Mitigation

Lack of resources/potential high cost to build and maintain a stakeholder
network.

Develop and follow an engagement strategy.

Interdependencies between promotion and other solutions (e.g. ABLIS, no
Implementation sequencing.
wrong door).
Lack of integration and automation – i.e. risk of out-dated information
being ‘out there’.

Push links rather than static content; maintain communication channels
with intermediaries to push updated information to them.

Trust/perception issues of government.

Build relationships through quality of engagement; provide co-branding or
‘white paper’ materials to intermediaries.
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No wrong door
Problem it’s solving

Information is stored in many locations, it isn’t shared, it may be difficult to find and potential business operators often get
lost in the myriad of websites.

Description

Information on how to start a business would be linked across all relevant Victorian websites to ensure potential business
operators can more easily find their way to business.vic.gov.au.
business.vic.gov.au would be improved by including a map on starting a new business. Similar to the map on p. 11 of the
Issues Paper, the map would include links to:
 things to think about when starting a business
 common issues, such as employing staff or food safety
 additional information and links to other regulator websites.

Who are the users

People already accessing government websites across all phases of the business lifecycle.
People reaching business.vic.gov.au due to increased promotional activities.
State and local government regulators and agencies.


Advantages/benefits to
small business





Options

Improving navigability of the regulatory website web in Victoria.
Making it easier for businesses to find all the regulation relevant to them by topic. Businesses feel orientated and
connected.
Brings the interaction with government closer to businesses’ expectations. For example, businesses expect to see and
interact with ‘the government’ not offices from 15 different agencies, departments and levels.

1. Review and amend the business.vic.gov.au website to ensure current links are accurate. Other government regulators to
provide a prominent link back to the website:
 Build and embed the page/map of links into the business.vic.gov.au website, and supply the code as per any MOU with
other regulators to enable them to embed their own link to the page.
 Curate and target the links based on certain self-selected criteria for the business. For example, embed ABLIS with APIs
or link to other solutions (tailored info on the spot). Enable feedback from businesses.
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Implementation

Create the new page of mapped links for all topics and all business types. Requires user testing.
Map all regulators and their current links/ease of use and interconnection to determine whether the additional medium or
high fidelity options create sufficient additional value.
 Liaise and arrange with regulators to include links to the new business.gov.vic.au page on their own websites where
relevant.
 Add additional elements to the ’back bone’ page. Over time could build in analytics capability to predict the links to
suggest to users.

How will you measure
success

Lower non-compliance; less wait time between relevant license applications; click-through; survey feedback.

Risks

Mitigation

Negotiation with other agencies fails and they don’t agree to update their
own sites; collaboration failures.

Develop an MOU between relevant bodies.

Doesn’t address the interpretation of regulation issue.

The quality of information is addressed elsewhere.

Must understand why this mapped version of business.vic.gov.au website
was taken away in the past.

Explore risks and previous lessons learned during feasibility testing.

Must be cautious about developing a sense of revolving doors – i.e. all
websites just sending users back to the same anchor page of links.

Ensure the purpose of the anchor page is clear – not to deliver you all the
information you need, but to serve as a gateway between regulators.

Different technology platforms talking to each other.

Med-level technology requirements in a pilot study; engage with agencies’
IT functions to embed high-level technology solutions.

Reliance on ABLIS and other links staying up-to-date.

Link to dynamic pages on regulator websites; under high-fi option – embed
application programing interface (APIs – a set of a set of functions and
procedures that allow the creation of applications which access the
features or data of an operating system, application, or other service.

p ag e | 3 6

Tailored to my needs
Problem it’s solving

Information is not tailored and therefore not necessarily useful or applicable to people seeking information.

Description

Information content and delivery is tailored according to business need. At an initial level this includes providing information
in a more appealing way (stories, case studies, short responses, FAQs, videos and infographics made available online, in
brochures and flash drives with content produced and narrated by small business).
To increase the tailoring of information, businesses must be given the opportunity to enter some information (such as their
region and industry) after which content provided can be customised (by reducing irrelevant information and through better
links to content relevant to their unique circumstances).
A strong component of this solution is the customer service aspect, which can be limited in the push to further online selfservice.

Who are the users

Pre-establishment and establishment users already engaged in the business.vic.gov.au website.
State and local government regulators.




Advantages/benefits to
small business







Engagement is on the businesses terms – they choose when to engage and they search with their own words.
Free to access.
Easy to engage with.
Businesses save time and money because the regulatory information is easy to find and is tailored.
Businesses leave knowing where to go and what to do – it meets their needs.
Because businesses hear from experienced and trusted sources (i.e. other businesses) the solution helps create a ‘big
picture’ understanding of the process upfront.
Helps businesses understand how to start and navigate approvals.

p ag e | 3 7

Options

1. Develop tailored material using a film crew to develop video stories for different sectors across the state:
 Include a basic self-diagnostic tool that allows businesses to identify which information is relevant to them instead of
clicking through a static menu/page.
 Include links to related regulatory information along with the tailored ‘story’ content.
2. Expand the range of content and include a web-based diagnostic to solve specific issues/answer questions:
 3-tiered response and information channel available 24/7.
 Include a ‘chat bot’ (which relies on an evolving database of answers) and peer-to-peer resources (such as a moderated
forum) with the ability to ask questions and the option to request a call back.
 Use analytics to continuously improve the offer.
 Information tailored according to region, business need, language, and industry.
3. Gamification-similar to minecraft or Sims but for building a business.

Implementation

Identify most sought after information or most confusing regulatory requirements.
Use Ministerial Council to identify businesses to participate in the creation of content for a small number of hot issues.
Scale up with more content.
Scale up with the development of a web-based service to provide tailored information:
 Includes identification of information requirements and creation of a database of information.
 Create peer-to-peer forum.
Resourcing requirement: 3-5 FTE to develop content, with additional resources for the expanded range of services.
Additional budget allocation for content production.

How will you measure
success

Measure success by in-built customer satisfaction metrics, and changes in internet traffic; broader question (for all of these)
about overall small business (a) satisfaction and (b) success.
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Risks

Mitigation

IT project risk.

Use proven technology, conduct user testing.

Stakeholder buy-in/use.

Prove viability with a successful pilot.

Cost to produce and maintain.

Collect data on value of low-level technology options

It is limited to existing web channels.

If low take-up by small businesses consider direct and indirect promotion
to increase take-up/decrease cost of compliance.

‘Tailored information’ sets unreasonably high expectations so consumers
get frustrated with government.

Clear communication about the extent and purpose of the roll-out; be
explicit when calling for feedback.

Not in the same spirit as government moving away from high-contact to
self-service.

Clearly define scope of the chatbot and the role of call centres as referrers.

Program increases the volume of information but increases confusion.

Content clearly organised according to intended purpose.

Business owners in videos could be seen as fake.

Don’t use fake business owners; consider external advice.

Ensuring content currency.

Include schedule of improvement.

Getting the right level of detail.

Engage with businesses to identify levels of useful information.
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Maximise ABLIS
Problem it’s solving

The ABLIS functionality is not well used yet provides an opportunity for potential and actual business operators to search for
tailored information.

Description

The Government could make better use of current and future ABLIS functionality to provide tailored and accurate
information to businesses. By virtually hosting the ABLIS search and report function on business.vic.gov.au, business can
seek and find information without being required to navigate across multiple sites. This reduces confusion, increases
navigability and improves the tailoring of information available from Victorian regulators’ websites. It helps to reduce the risk
that a business is lost or gives up without the opportunity to request personal contact.

Who are the users

Businesses already engaged in government websites.
Some intermediaries, researchers and private providers.
Commonwealth government (with responsibility for managing ABLIS).
State and local regulators.

Advantages/benefits to
small business





Options

1. Use APIs to embed current ABLIS search functionality in business.vic.gov.au website
2. Align with improvements to the approvals process so that ABLIS search results are more useful and lead to a single ‘apply
here’ button.


Implementation


How will you measure
success

Better access/more info.
Targeted information is more readily available for business type and location.
Business ‘sees’ one website.

DEDJTR to develop and test redeveloped website that uses APIs to provide tailored search function; require long term
solution to simplify the results of the search.
Victoria and the Commonwealth agree parameters.

Increased number of ABLIS searches with Victorian origins/terms; survey feedback responses; business sector sentiment.
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Risks

Mitigation

High reliance on external ABLIS technology.

Work with ABLIS to develop solution; be conscious of interdependence
between solutions.

Current functionality of ABLIS is very limited. ABLIS reforms may not
address limitations or may be too slow in addressing limitations

Ensure balanced approach to responding to business concerns (don’t put
all eggs in ABLIS basket)

Different Vic regulators may not supply good info – ‘garbage in, garbage
out’.

Quality of information is addressed in other solutions

Return list of information can be overwhelming; draws responsibility for
dissatisfaction from ABLIS to Vic govt.

High-level technology solution addresses this problem; user experience
already associates the two websites; consider working with existing
contractors to streamline the return list.

Potential failure to align with other solutions, e.g. ‘no wrong door’ and
‘tailored info on the spot’.

Address through reform governance structure.

Failure to review/maintain content currency.

External contractor already paid to ensure currency of information.
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Writing for business, not for bureaucrats
Problem it’s solving

Information is difficult to understand, it is not tailored according to business need and it is generally not inclusive in terms of
languages, disabilities or cultural background. This is at least in part due to content being written by and for regulators.

Description

Under this solution, state and local government agencies would agree to improve the quality and consistency of information.
Agencies would share best practice and regulators would focus on government’s core role – regulatory and compliance
information, rather than business advice.
Information provided would be industry specific; making use of fewer words and more pictures/diagrams; business friendly,
plain and simple language; video content that is short and succinct, and features small businesses; and is based on case
studies.
Regulators and website owners would focus on collaborating to ensure consistent content online and offline (i.e. online
content must be printable).
The ministerial council and small business would be engaged to help develop solutions and ensure information meets the ‘for
business’ test.

Who are the users

State and local regulators that provide information to business.
Intermediaries.

Advantages/benefits to
small business





Businesses save time trying to decode language – means easier to understand compliance obligations, how to comply, who
to contact with issues.
Improves trust in government operation.
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Options

1. Define what good business communication looks like, find closest existing government examples, and circulate as style
guides.
2. Collaborate with local councils, government departments, regulators and small businesses about what good business
communication looks like:
 Review and improve business.vic.gov.au to be a best-practice example. Develop some new materials where relevant
(considering other solutions such as ‘Tailored information on the spot’).
 Circulate along with other best-practice examples such as City of Melbourne or Vic Roads.
3. Invest in developing more tailored, business friendly information such as videos and written case studies as examples:
 Use Ministerial Councils to identify relevant small businesses to help with the process.
 This could involve payments to small businesses to review websites or help to rewrite or develop content.
 Ensure resources are available in multiple languages and alternatives exist for hearing and visually impaired users.
 Share information with other government departments, local councils and state regulators.
 Work with MAV to supply resources for redeveloping content to be business friendly to local governments.





Implementation








How will you measure
success



Focus on role as an information service to regulators and agencies.
Identify content experts vs communication experts and respect the divide.
Use storytelling to get the message out there.
Develop quality standards and principles.
Undertake content audit, evaluation and gap analysis.
Identify content owners, SMES and partner with them.
Create a guide on talking with business.
Agreement to revise regulator content; provide a content service to MAV (requires funding to implement).
Agreement to revise regulator content.
Demonstrate how it’s done – do business.vic.gov.au first; craft a statement of expectations.
Ask businesses; improved usage of existing websites.
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Risks

Mitigation

Lack of resource investment.

Share principles and seek existing good examples before revising old or
creating new content centrally.

Unclear governance and lack of checks/balances.

Clearly define expectations and understanding early on in the project.
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Approvals
Council concierge
Problem it’s solving

There is no single entry point in council for business owners to initiate the approvals process. When contact is made with
council, service delivery is often poor and clear information is not always provided. The lack of information often leads to
delays, frustration and inefficiency.

Description

A multi-tiered single entry point that works with the applicant to identify what permits they’ll require guides the applicant
throughout the approvals process with ongoing support and develops a proposal to guide the applicant throughout the
approval process.
First tier – Digital interface that serves as an applicant’s first and single entry point into the approvals process and filters the
issues and components of the application that do not require human intervention:
 systematically asks questions in plain English, determining the needs of the applicant
 provides initial outline of likely process and timeframes provided
 flags key risks such as delegation, change of use and notification requirements.
 Second tier – Highly skilled and informed business ‘host’ who supports the commercial needs of the applicant within the
regulatory requirements. The host deals with issues not addressed by the digital filter and assists the applicant resolve
issues:
 obtains additional refined detail and confirms process
 provides an additional layer of advice and certainty
 user begins to understand the detail: ‘What do they need to do? What are the key complexities?’
 work together with the applicant to minimise risk and uncertainty ensuring important commercial timeliness can be met.
 Third tier – application is triaged:
 determines if the application is simple (no planning needed/VicSmart) or complex?
 for complex applications, determines if the application is standard or eligible for a premium process (see solution; ‘time
beats money’)
 liaise with project team (see solution; ‘Relay to synchronised swimming’)
 takes ownership as to how the application will be treated, is the single point of ownership of the process and ensures
consensus within the team as to how the application will be treated and the various roles to achieve this
 clearly outlines application type and submission requirements.
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Fourth tier – User is guided to a single online application (see solution; ‘Single application process’):
 host continues to assist the applicant and provide service and relationship continuity throughout the applicant’s journey
to application submission point (This could be online and digital service, or a central state run team)
 final check prior to lodgement.
Ongoing support – the applicant is provided continuous support after submission with continuity of service so that any
issues, concerns or further steps are dealt with by a person who has knowledge of the applicant’s needs and their
application.




Who are the users






Advantages/benefits to
small business





All business operators, in particular first time business owners with multiple application requirements.
Statutory planners who receive incomplete applications.
Council staff seeking a more structured approach to the approvals process.
Key information is provided upfront giving the applicant clarity, certainty and prevents problems down the track.
Applicant feels supported throughout the process.
Advice provided is consistent and informed.
Application is treated efficiently based on complexity.

Quick-wins

Encourage councils to designate a single point (person/team) for all new permit applications and provide them with
training, support and quick access to experts ensuring that they have sufficient skills and knowledge to expertly guide
applicants.
Designated person/team should have a good understanding of licenses, key contacts within council to seek guidance to
businesses and is able to provide early advice.
 This function should sit inside economic development department (if one exists) to encourage a business focussed, rather
than a regulatory focused, conversation. Alternatively, greater coordination or co-location of regulatory decision makers
(planning, environmental health, economic development).

Implementation

1. Develop a clear understanding of the various Acts and regulations, identifying critical information to gather from the
applicant at first point of contact and develop integrated questions required to ask applicants.
2. Understand council involvement and engage in thorough consultation:
 Which locations require this service on a priority basis?
 Which councils are already doing something similar on a formal or informal basis (see Dandenong, Kingston, Bendigo)?
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Identify existing resources/models that can be utilised.
Identify required support for councils.
 Identify implementation models:
 Inner middle city have resources but need practice/process improvements.
 Outer metro councils lack the resources and are more focussed on big businesses such as manufacturing.
 Rural and regional mix might pool resourcing.
3. Roll out initiative in stages beginning with a small demonstration in 3 councils and assess platform.
4. Develop online platform for initial contact.
5. Ensure users are aware of the single access point to ensure its effectiveness by collaborating with other entry points and
referral agents within the network, including council department, the business community and industry groups,
commercial real estate leasing agents.





How will you measure
success






Number of issues resolved during initial contact with the applicant.
Reduction in downstream problems/changes to application.
Increase in VicSmart approvals.
Decreased approval processing times.
Increased user satisfaction.

p ag e | 4 7

Risk

Mitigation

Complexity in initial digital interface could provide an inaccurate
assessment of the risk of an application leading to inappropriate handling.

Test with simple applications and continually test, review and scale up the
platform to ensure increasing accuracy over time.


Lack of Council buy-in to hire new staff, implement new service delivery
models and invest in the changes required to make this successful.






Users could continue to obtain inconsistent advice from alternate sources
that they may continue to seek for first port of call enquiries.



Involve councils in design and development of the digital application and
the service delivery model
Provide clear indication of long term savings and benefits to councils
Use demonstration programs to share the benefits with other councils.
Publish the success of the model and advertise the new service at key
interface points to draw in users
Ensure common sources of information within council are aware of the
service and direct users to it as a first point of call to commence the
process.
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Single application form
Problem it’s solving

Small businesses are required to submit multiple applications, often manually and with duplicative information, in sequence
with a lack of clear order leading to significant delays, costs and uncertainty for business.

Description

A tailored, fit-for-purpose, single application process to establish a new business or expand an existing business. The single
application process will be consistent across council areas and include council based permits/registrations (e.g. planning,
environmental health, building, heritage) and external referrals (e.g. VicRoads, VCGLR). Information from the single
application is dispersed to the relevant areas of council/external bodies for concurrent processing. The applicant will have an
option to pay at once online and will be provided with an information pack.
Applicant perspective (‘front of house’):
 Single, digital, application process presented to the applicant with sections automatically selected on the basis of preapplication service for applicants across all council areas.
 Applicant is provided with an information pack that outlines how to complete the application, obtain the information to
accompany the application and the reasons that this information is required to consider the proposal.
 All fees outlined with an option to pay all at once or flexibly including online, over the phone etc.
 The single application process will prompt applicants to improve or correct any incomplete, insufficient or inaccurate
information prior to submission to limit the possibility of poor applications being submitted (while preventing any liability
risk to Councils).
 The level of information required and the processing time will be commensurate with level of complexity of the
application and the risk involved in assessing it and the specific proposal.
 Options for fast track applications (Vic Smart applications that don’t require planning) and premium processing
Regulator view (‘back of house’).
Once submitted, each section is automatically sent to relevant council departments and state agencies for concurrent
processing. Each regulator is only provided with information relevant to their department.

Who are the users



Small businesses in start-up or expansion phase of their businesses, in particular those requiring multiple approvals from
multiple regulators.
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Advantages/benefits to
small business

Single application process will save time for businesses; digitisation will further complement the efficiencies gained.
Information efficiently delegated to various departments allowing council to process applications more efficiently reducing
delays for businesses.
 Avoids submitting duplicative information.
 Ensures accurate and complete applications are submitted.
Ensures consistency of a single application process across council areas.
Reduces the instances of new businesses discovering they need to apply for additional licenses or approval subsequently
during the process which would increase time and cost.


Quick-wins




Implementation

Business ‘host’ (see ‘Council concierge’) identifies the needs of the applicant and collates the required forms (including
external agencies) based on needs of the applicant and duplicative sections eliminated.
Single set of information requirements for each approval.
Applicant provided with a check list of all applications required and the information that needs to accompany this to make
it easy to put together a complete and accurate application.

1. Identify sections of forms prescribed by legislation and duplication between forms based on council area, zone and
heritage overlays.
2. Consider testing the NSW single licence to open a café currently being piloted in Parramatta and applying the success
factors and processes in Victoria.
3. Develop a digital form with identified sections and option to include/omit sections based on results of preliminary
questionnaire. Digital form should also disperse information to relevant departments after submission through set
processes and workflows.
4. Design and develop flexible payment options when submitting the form to ensure the potentially large cost of meeting all
permit and approval requirements at one time is not a barrier to submission for small businesses.
5. Develop and agree on a process for dispersing various sections of the single application to relevant regulators and ensure
roles exist to oversee the process.
6. Run a demonstration with three council areas for council applications only and gradually increase to include state referral
agencies (e.g. liquor licenses) and eventually all existing applications (e.g. Commonwealth business applications) over
time.
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How will you measure
success






Decreased time for all council based approvals.
Decrease in systemic delays.
Increased user satisfaction, decreased complaints.
Less frequent requests for further information from regulators.
Increased number of complete and accurate applications received by council.

Risks

Mitigation

Variability between councils may make a uniform application
challenging.

Customise the application on a council by council basis.

Applicant’s regulatory approval requirements are incorrectly
assessed and identified prior to the customisation of the single
application.

Pilot service with simple applications.

Lack of council resources.

Shared resources between councils, state based form.

Payment may not be needed for upfront application.

Offer flexible payment options and refunds if an application is no longer needed.

Not all business owners have the required technical skills

Make printable versions available for business owners that require them
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From sequential to concurrent processing
Problem it’s solving

Council departments often work independently, leading to sequential processing of applications, inconsistent advice and
delays. The lack of customisation in dealing with most applications leads to a lack of differentiated treatment based on
application complexity and unnecessary delays.

Description

The package of reforms will involve process redesign to enable regulators to undertake concurrent processing that continues
to comply with all requirements of the regulations. The suite of options for councils to increase concurrent processing of
applications include:
Improve the interface between planning and liquor permits, the Government will:
 change current practices around the administration of planning and liquor permits to allow liquor permits to be
processed at the same time as planning permits
 promote joint notification of planning permit and liquor licence applications so that businesses do not have to go through
two separate public notification processes
 remove the requirement under Section 16 of the Liquor Control Reform Act states that every liquor licence must not
contravene the Planning and Environment Act.
Reduce the number of requests for information. The Government will promote joint requests for information from:
 council planning and environmental health departments respectively
 local councils and the Victorian Commission for Gambling and Liquor Regulation.
The Government will promote the delegation of the processing/assessment of local laws permits (e.g. footpath trading and
A-frame signs) to council planning departments to remove one ‘silo’ from approvals processes.
Council departments and external agencies (e.g. VCGLR) issue joint requests for more information.
A single request for additional information combining required information from each regulator.
Concurrent inspections (e.g. Planning and EH).
Local laws delegates footpath trading and sign assessment to planning department (if ‘as of right’ not initiated, see solution:
‘Let’s focus on what matters’).
Joint notification to local residents (e.g. Planning and VCGLR).
Reduce statutory timeframes (e.g. post requests for info).
Increase delegations of authority from council to council officers.
Council to commission twice yearly council traffic report (move away from constituent traffic reports).

p ag e | 5 2



Through demonstrations with local councils, the Government will promote the uptake of case management systems as a
coordinating mechanism to reduce the time taken to process business applications, features include:
 a multi-disciplinary team including experts from council departments, chaired by the business ‘host’, that meets
periodically to discuss ‘live’ applications
 applications are briefly reviewed and a risk assessment is conducted to determine complexity and the appropriate
process treatment given the nature of the application, risk involved and most effective and efficient assessment process
 low risk applications are designated for fast tracking / reduced time limits
 where appropriate a lead council department is identified (e.g. the planning department) to coordinate the processing of
approvals across council departments
 the multi-disciplinary team coordinates across council departments to ensure that where possible
notification/advertising/requests for information and site inspections are done jointly
 Initiation of a community of practice to develop a best practice model for approvals processes that touch upon multiple
council departments.

Who are the users

Local governments, State and local regulators.

Advantages/benefits to
small business

Enables concurrent processing reducing delays.
Reduces costs for councils via increased efficiency.
 Reduces frustrations caused by frequent requests for further information.
 Enables knowledge and skills to be shared between departments enabling holistic assessment.
 Continuity of service for applicants.
Decreased time for receiving all required approvals.
Reduced duplication of activities.
Reduced need for consultants.
Shared knowledge across departments.
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Quick-wins

Council departments and external agencies (e.g. VCGLR) issue joint requests for more information.
Councils request planning and food plans at the same time (and building if possible).
Planning and food inspections done together.
Planning and VCGLR jointly notify local residents impacted.
Council to commission twice yearly council traffic report (move away from constituent traffic reports).
Multi-disciplinary team with an internal project manager who uses existing applications (e.g. Google docs) and an agreed
process for concurrent application assessment.

Implementation

1. Establish a community of practice.
2. Create a map of best practice process.
3. Run workshops at council.
4.Identify priority practices based on time saved.
5. Design demonstration for priority initiatives.
6.Seed funding to partner council.
7. Gather evidence from pilot regarding cost/time savings for council.
8.Roll out other initiatives.

How will you measure
success





Increase in VicSmart applications.
Decreased approval processing times.
Cost savings to council.

Risks

Mitigation

Councils use a wide range of internal IT systems to manage applications
(e.g. SPEAR, GreenLight).

Low-tech design can be implemented initially with councils utilising their
own existing software systems.

Non-compliance with statutory requirements due to obligation to receive
some permits before others.

Complete as much of the approvals process as possible without formally
granting the approval. When initial license is granted the second can follow
immediately.

Coordination between regulators may be difficult.

Utilise AAA team (see solution; ‘AAA team’) and digital tools.
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Time Beats Money

Problem it’s solving

Some applicants value time over extra fees (i.e. want to be ready before Christmas) but don’t have the medium to speed up
the application process. There have been some discrete state based and council efforts to implement a fast tracking of
application processing but this hasn’t been scaled and have had mixed results. One example is VicSmart which is limited and
is only for simple applications.

Description

A fee for service that offers faster application processing (premium processing for additional services required). Service
applies to eligible proposals, triggering an alternative processes and timeline for approval.
 Eligibility identified at first point of contact and offered to applicants (see solution: ‘Let’s work it out’).
 Focussed on permits required.
 Differentiated pricing based on nature of application, time demand and preferences.
 Service level agreements between the Council and the applicant, set time frames and milestones with refunds/penalties
for failure.
 Differential delivery models based on additional services required, councils resources, demand and capability to create:
 approved private providers (planning consultants) to make recommendations similar to building surveying consultants
 accredited private providers to assess applications and make recommendations to council
 outsourcing between councils
 pooled resources across councils to allocate and deal with surge.
Artificial Intelligence for automatic decisions on specific components of the application.


Who are the users






Advantages/benefits to
small business






Small businesses with less complex applications that don’t qualify for existing ‘fast track’ options.
Small businesses who have a commercial imperative to complete the process faster.
Small businesses that are clear on their proposal and what they are trying to achieve.
Additional revenue stream to councils.
Ability to meet the specific needs of applicants.
Reduced time and overall cost to applicants.
Promotes development of faster processing capabilities.
Creates a market for alternate service providers creating jobs.
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Quick-wins

One set fee for priority treatment of specific applications in specific councils where there is high demand.

Implementation

1. Identify success factors, barriers and enablers of existing practice across councils.
2. Develop scalable model for implementation.
3. Identify eligibility requirements, fee, payment and delivery models.
4. A/B test different models in pilot councils.
5. Evaluate outcomes and scale up across councils.
6. Use AppTracker to collect intelligence (see solution: ‘AppTracker’).


How will you measure
success





Percentage uptake for eligible applications.
Reported value for money from applicants.
Average time improvement against counterfactual eligible applications.
Percentage of reported ‘good’ decisions.

Risks

Mitigation

Inequitable for applicants without means to pay.

Payment plans.

Duplicates VicSmart.

VicSmart is targeted at simple applications. This solution will only apply to
applications outside of VicSmart and should be combined with an
expansion of VicSmart.

Leads to ‘tick the box’ approvals to meet timelines without merit review.

Careful selection of eligibility based on risk and complexity, differentiated
pricing and independent review.

Prioritisation delays other applications.

Service model flexibility to deal with surge in applications.
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App Tracker
Problem it’s solving

Applicants are not informed about which stage of the applications process they are up to and don’t have indicative time
expectations. Similarly, regulators lack a workflow management tool to quickly identify stoppages. The application process
lacks data about department and individual process performance.

Description

This is a single, centralised online platform for applicants to track where in the process their application is currently up to.
Indicative time frames, notifications to both applicants and regulators. This solution provides both an interface for the
applicant to remain updated on the approvals process and regulators to manage their workflow.
 Website and/or phone app hosted on either state or council websites with a timeline of the entire application processes
from first engagement until approval to trade.
 Connected with workflow management software for regulators.
 Aggregated data dashboard for regulators to access (i.e. NSW Health, DOC ready).
 Indicative time frames between stages and a time bar within each stage.
 As a stage is completed the system updates.
 Optional SMS push-notifications sent to applicant when the application progresses.
 Option to click on a stage to receive further information and a contact person to call for more information.
 Notification if action is required (where more information is needed) or hold ups occur (e.g. council involvement).
 Internal notifications to regulators if action is needed or tasks are taking longer than average for their process.
 Analytics to inform typical timeframes, common stoppages, high/low performers. This should include a dashboard for
individual regulators to see their performance in real-time, reports to managers with individual and team performance to
identify continuous improvement opportunities.
Integrated with single application form.

Who are the users






Advantages/benefits to
small business






Small business owners anxious about approvals process where time is critical and certainty is important.
Regulators wanting to manage workflow.
Enhanced user experience and certainty.
Shorter approvals time.
User action requested sooner.
High/low performers identified.
Enabler of continuous improvement.
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Quick-wins

Centralised file (e.g. Google Docs/MS SharePoint) updated by regulators clearly indicating the application status in the
document. Applicants can send in a text or email for a status update and an administrative worker can check the file and
respond within 24 hours.

Implementation

1. Identify key stages of application process and typical timeframes. Slightly different timelines needed for different
application types.
2. Decide on desired level of specificity.
3. Build prototype on state website.
4. Integrate with workflow management.
5. Develop content for info boxes.
6. Identify 3-5 large councils for pilot.
7. Provide training and login for staff.
8. Provide information or service to all new applicants with basic features.
9. Collect analytics and refine data.
10. Measure success.
11. Integrate with new single application and existing platforms.

How will you measure
success





Decreased calls to council re status
User satisfaction
Reduction in overall processing times over time.

Risk

Mitigation

Regulators don’t update the system.

Link with existing processes.

Councils have existing software.

Build in to existing software or as a standalone package.

Cost.

Start with minimal viable product and continue to develop.

Time-frames inaccurate.

Introduce indicative time-frames in second year after sufficient data is
collected.
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Focus on What Matters
Problem it’s solving

There are several business approvals requirements that relate to low risk activities. These approvals add time and cost to
establishing a businesses with little added value to public safety.

Description

Local Laws permits
 Each Local Council typically enacts an ‘Activities Local Law’ that includes a permit regime for footpath trading and A-frame
‘sandwich’ signs. The permitting regime around these activities is not justified by risks to the community.
 Reform options:
 The State Government will prepare a template ‘as of right’ standard for footpath trading and A-frame signage (drawing
on the standards already in place across multiple councils) and promote uptake of the standard approach through
demonstrations with local councils.
 The State Government will promote an approach where local councils’ local laws departments will delegate the
assessment of A-frame signage and footpath trading permits to its planning department i.e. knocking out one ‘silo’ from
business applicants approvals process.
Planning permit for flues
 The Commercial Zone 1 and 2 planning rules in section 34 of the Victorian Planning Provisions require a permit to carry
out works and provides a list of exemptions.
 The “Installation or alteration of external flues and awnings” will be added to remove the need for a permit.
Permit for service of liquor in the road zone
 Clause 62 of the Victorian Planning Provisions exempt use of land in a road if the use of adjoining land is authorised by a
council under local law. In the case of service of liquor this is not approved under a local law.
 If the road reserve adjoining a footpath café is Road Zone, VicRoads consent can be required.
This may be in addition to a planning permit, local laws footpath trading permit and liquor licence. The requirement
unnecessarily adds to cumulative requirements placed on business when the activity is adequately covered by other permits.
Advertising signage
 Advertising sign requirements are set out in Clause 52.05 of the Victorian Planning Provisions. Clause 52.05-7 sets out
standards for signs that are permitted ‘as of right’ without a permit. Currently, the VPP 52.05 specify types of signage that
do not require a permit which includes business identification signs, promotion signs, illuminated signs that meet certain
conditions.
 The scope of these fixed signage permit exclusions is out of step with developments in signage technology (e.g. the latest
neon signs) and will be updated.
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Car parking
 Clause 52.06 of the Victorian Planning Provisions sets out the standard car parking requirements that apply across
Victoria. Clause 45.09 permits local councils to set out local variations to the standard requirements in their Planning
Scheme. This introduces significant variability into car parking requirements across local government boundaries and
creates uncertainty for businesses.
 The car parking requirements are generally linked to criteria on floor space or patron numbers. Small business applicants
are often required to seek a waiver of car parking requirements. Traffic engineers within the relevant local council planning
departments routinely require applicants to commission a traffic impacts report from a private traffic consultant. This can
impose unnecessary delay and costs on small business applicants.
 Reform options:
 Introduce a minimum threshold into Clause 52 of the Victorian Planning Provisions where no permit or traffic impacts
report is required for activities that will require less than 5 car parks based on the criteria in Clause 52.05-5.
 The Government will encourage each council to prepare an annual traffic impacts report that covers its local
government area. Local councils’ traffic experts will use this standard traffic report to inform their assessment of
planning permit applications. This will remove the need for a consultant traffic impacts report for each individual
planning permit application.
Who are the users
Advantages/benefits to
small business
Quick-wins

New business applicants (all areas), existing businesses seeking a change to a shop front, footpath trading and councils
using new guidelines to enforce safe practice.








Implementation

Reduction in regulatory burden and cost to businesses.
Ability for councils to focus on higher risk issues.
Merge low-risk approvals with other applications.
Local Government to issue regular traffic management reports avoiding the need for each application to commission one.
‘As of right’:
 confirm areas suitable for ‘as of right’ (in addition to suggestions above)
 obtain legal advice to determine legal liability if permit no longer granted – currently council asks for legal liability as part
of application process
 state to lead development of standards across all 79 councils to ensure consistency
 co-design with MAV so that councils feel ‘ownership’ over the standards
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build on existing guidelines from councils that implement a similar solution already (e.g. Kingston guidelines for footpath
trading)
 develop clear guidelines for business owners
 explore alternate means of encouraging compliance such as peer examples of compliance activity or send in a video of
allowable footpath set up.
Amend Planning Act: DELWP to lead amendments with MAV involvement.
VicRoads Delegation:
 VicRoads and MAV to develop guidelines for council assessment (DEDJTR transport policy staff)
 possibility for VicRoads for sign off after council has completed assessment (if required)
 complex applications sent to VicRoads.







How will you measure
success






Decreased number of required approvals.
Decreased time and cost of starting a businesses.
No change to outcomes sought by current regulation.
Decreased administrative cost for council.
Positive response from businesses.

Risks

Mitigation

Decreased regulation could lead to increased non-compliance.

Strong penalties for non-compliance (i.e. remove right to trade on the
footpath) and increased allocation of resources to compliance.

Increased risk to public safety.

Standards to be based on acceptable risk profile.

Liability issue for footpath trading.

Ask for insurance certificate from businesses.
Explore legal ramifications to determine potential issues.

Poor communication of regulatory requirements.

Provide information with remaining permits/approvals.

Loss of revenue stream to council.

Fines for non-compliance.
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Food Safety
Clarity for all
Problem it’s solving

Inconsistent application of the Food Act by 79 local councils leads to increased cost to business and actions outside the Act.

Description

Increased collaboration between regulators (DHHS, DEDJTR and councils) and additional guidance aimed at helping
regulators interpret and adopt consistent approaches via the establishment of a co-design working group.
 Co-design working group comprising representatives from:
 Small business
 An EHO for each local government region
 DHHS (Chair, Secretariat)
 MAV.
 The Group’s role would be to consider and agree on the best practice approach to food safety regulation where a single
response is not obvious. For example, some initial areas for consideration may include:
 How councils should administer the registration process. This could include questions such as what should be asked on
an initial registration form and what platform the form should be available on.
 A common framework to aid EHOs in conducting inspections and communication with business.
Upon reaching a consensus, the working group would present its agreed position to DHHS for a final decision and guidance
(or practice notes) to be distributed to local governments and made publicly available.

Who are the users

Regulators, including local government EHOs and DHHS.
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Advantages/benefits to
small business









Options

Benefits all food businesses as information relating to the application process and the regulation of their business is
available to them. They are armed with the knowledge they require to start or maintain their business (cost savings to
business from the consistent application of the Food Act).
A single set of guidance or practice notes will ensure that all EHOs are working from the same set of instructions with the
same risk appetite.
The option to shift to mandating adherence with practice notes, should councils fail to change practice, will ensure the
objectives of this solution can be met, leading to greater consistency in the regulation of food businesses.
Businesses who feel that they are being treated in an inequitable manner could look to the published guidance or practice
notes and determine whether or not the EHO inspecting their business has taken an unorthodox approach. Business
owners could use the published guidance or practice notes as an avenue for appeal.
As the guidance or practice notes will be co-designed – by business owners (or representatives); DHHS and EHOs –
concerns of all the relevant parties will be considered and the represented groups will feel ownership over the guidance.
EHOs will have the necessary support for dealing with new and/or ambiguous situations through stronger linkages with
DHHS and other LGAs. This support will be particularly helpful in the training of new EHOs and the probability of an
inappropriate decision will be decreased. EHOs will also gain employer mobility as they will work from the same guidance
or practice notes.
Builds on some work already being undertaken by DHHS such as the Managers Forum.

1. Guidance notes, co-designed by the working group. Guidance notes are designed to provide procedural or application
guidance to regulators and business operators. They do not have legal force. Guidance notes would cover issues, identified
by the working group, that commonly contribute to inconsistencies across councils.
2. Practice notes, co-designed by the working group. Similar to guidance notes, practice notes would provide direction on a
range of issues. However, in contrast to guidance notes, practice notes can be relied on in legal proceedings and therefore
may offer greater surety to business operators.
3. Provide DHHS with directive powers to enforce adherence with the notes. This option extends the powers of DHHS (or
another entity) to enforce adherence with the co-designed guidance or practice notes, schemes or activities, in legislation
such as the state wide registration system (Streatrader). This option is intended to be applied in only the most extreme
circumstances where all collaborative efforts to achieve consistent administration of the Food Act by councils have failed,
a well-structured escalation process would be required to support this.
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Implementation





How will you measure
success





Establishment of a working group, comprised of department, local government (including EHOs) and MAV
representatives
Legislative amendments would be required to allow guidance or practice notes to be referenced by the Food Act, and to
establish directive powers for DHHS or another entity.
Greater confidence among small business consultants and business interest groups in giving advice on food safety
requirements.
Decreased EHO decisions reversed on appeal.
Increased consistency between council areas as reported by businesses with stores in multiple locations.
Increased regulatory compliance.

Risks

Mitigation

Requires legislative change.

Test with non-binding guidance notes before considering legislative
change.

Guidance notes may not be relied upon in legal proceedings to the same
extent that practice notes can be.

Pilot with guidance notes and consider a move to practice notes if
adherence among councils is low. It should be noted that guidance
provided by DHHS to date has meant some compliance issues by some
councils.

Increased cost to governments to resource the working group.

Measure increased confidence and certainty to businesses and increase in
regulatory compliance that follows.

Without directive powers some councils may continue to interpret and
administer the Food Act in isolation.

Ensure widespread publication of guidance notes among businesses
owners allowing them to place pressure on their local council to adhere
with the guidance note. Councils to be well represented on the working
group.

Publicise successes along the way and the inclusion of small business
The time for business to recognise the benefits of such a scheme could be
representatives in the working group. Schedule a review ‘check-in’ in 18-24
significant.
months following implementation of this solution, with an emphasis on the
If nothing is done it is likely that the issues raised in the review will carry
application process (an area of concern highlighted by this review).
forward to future reviews.
Implement effective and measurable solutions to issues identified.

p ag e | 6 4

Open Fees
Problem it’s solving

Lack of transparency and consistency in local government fees.

Description

Councils would increase transparency by publishing their fees on their website and provide a breakdown of costs. This
information would need to be provided in an easily accessible format and appropriate location so that business could readily
understand what fees they could expect.

Who are the users





Advantages/benefits to
small business





Options

All food businesses, in particular those operating in multiple jurisdictions.
Increased fee transparency will give business the ability properly understand and plan for start-up costs.
Understanding the fee structure will assist businesses in seeing the value for money in the services they receive from
councils.
Increased transparency may cause a market for fees and lead to fee reductions.

1. Councils to publish fees on their website in an easily accessible format.
2. DHHS to provide councils with a recommended template for councils to itemise fees. This template will outline what the
itemised components of a fee should include (e.g. administration, inspection). Councils to then publish their fees with the
recommended itemised breakdown on their website. Councils can use this opportunity to indicate whether or not fees are
being subsidises.
3. The template (referred to in Option 2) to be set in legislation and DHHS, or some other agency, to provide councils with a
mandatory template. Councils to be required to itemise their fees as per a provided template and publish this breakdown
of costs on their website.



Implementation



Councils to publish current fees on their website.
DHHS to determine suitable fee template and distribute to local governments, encouraging them to use the template for
setting fees and providing information.
Councils to provide information on the fees according to DHHS template.
Legislation to be considered if options relying on voluntary adoption are not effective, or if councils fail to disclose fees.
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How will you measure
success





Fee information for each council area available on their website.
Decreased fee variability between council areas.
Councils review the way they calculate fees and the type of fees they charge.
Increased understanding among business owners of the value received from food registration.

Risks

Mitigation

Councils subsidising their fees can use the increase in transparency to
Many councils subsidise their fees. Detailed examination of fee structures and
highlight subsidies to business owners in their area thereby increasing
comparison with other councils may result in an increase in fees.
business satisfaction with the service they are receiving.
For some councils, determining the breakdown of their costs will be difficult
and require extensive work.

Councils to use fee template as guidance on services covered by
registration fee thereby conveying value for money without exact
breakdown of costs.

Transparency may not address business concerns about what services fees
pay for, in addition to costs associated with inspections and administration.

Option to expand and mandate fee template addressing specific
common questions about service costs.

DHHS, in collaboration with MAV, has previously and unsuccessfully
attempted to develop transparent methods for councils to set fees.
Without legislation these options are unlikely to be ineffective or disparate
response by some councils.

Review previous attempts and consider legislative change if required.
Consider mandating (including via legislative change) at the outset.
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The right records
Problem it’s solving

Record keeping requirements present business with compliance burden that may not correspond to food safety outcomes.

Description

Reduce the reporting burden for some businesses by removing the requirement to maintain and produce food handling and
safety records where the maintenance of the record itself does not contribute to ensuring safe food. For example, the
imperative to record fridge temperatures is so that the business operator can prove that the temperature of refrigerated food
was maintained at appropriate levels. However, it is the temperature check itself which goes to achieving the food safety
outcome, not the recording of the temperature.
The requirement for certain food businesses to maintain records would be removed. This should only occur where there is
no direct connection between the creation of the record and the food safety outcome. A responsible person (the business
owner or operator) would be required to certify to regulators that all applicable food safety standards had been met.
Certification by the responsible person would be used for compliance and enforcement purposes in the event that unsafe
food was identified (through inspections and consumer complaints). The responsible person would be expected to be able to
demonstrate to an EHO that food safety had been achieved at all times. Completing a Food Safety Program would be
optional, although encouraged. Businesses could opt to maintain a Food Safety Program and records.

Who are the users

Depending on the extent of the roll-out, users might be:
 all businesses
 Class 2 businesses
 a limited number of class 2 businesses
 Class 3 businesses.

Advantages/benefits to
small business



Options

1. Remove record keeping requirements for all food businesses.
2. Remove record keeping requirements for Class 2 businesses.
3. Remove record keeping requirements for all Class 3 businesses.
4.Pilot the removal of the use of a FSP for 12-24 months for Class 2 businesses while measuring the impact on food safety
and burden reduction on small business.
5. Remove annual mandatory inspections for good performing businesses (or a class of businesses) at the discretion of the
relevant council (but subject to uniform criteria).

Reduction in regulatory burden, leading to cost savings.
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Implementation

How will you measure
success

1. Establish intention of existing mandated records. For example:
 traceability
 demonstrate knowledge of food safety
 enforce compliance.
2. Determine the current impact of keeping the record:
 Is there an impact on food safety outcomes?
 If record keeping is not achieving its intention, is this due to lack of compliance or a problem with the instrument?
 Are there less burdensome and/or more effective instruments for achieving the same food safety outcome?
3. Implement one of the options for removing unnecessary records with a pilot council over 12-24 months:
 identify suitable councils for pilot
 select a range of business types/sizes (Class 2 and 3 retail business only)
 remove record keeping requirement for businesses with proven history of compliance
 record keeping to remain optional for businesses that find them useful.
4. Introduce a certification system whereby proprietors certify that they have implemented their established food safety
practices. Questions to be explored include:
 ascertain legal ramifications of certification process
 determine suitable frequency for certification
 apply certification requirement to business in record removal pilot.



Decreased time spent by businesses on compliance activities.
No reduction in food safety outcomes.

Risks

Mitigation

May only benefit select businesses.

Following a successful pilot explore removal of additional compliance
activities that do not improve food safety outcomes.

Increased perception of a higher risk of unsafe food.

Clearly articulate to the public that a certification process places legal
responsibility onto the business owner for ensuring food safety processes
(such as storage of food in appropriate temperature) is maintained.

p ag e | 6 8

FixTrader Online
Problem it’s solving

Variability in registration forms, management and interpretation of business data.

Description

An online centralised application portal and single database for fixed premises would be established. This portal would
include:
 standardised online form and process
 review and process application functions for local government
 fee information, payment options and invoicing functions and general account management for food business:
 management of compliance history and FSP information
 availability of ‘live’ data and information about food businesses which can be utilised in the case of a food outbreak or
investigation
A reporting function for councils to send reports to DHHS and LGV would also be created. This process could be automated
(as it is for Streatrader).

Who are the users

All food businesses and EHOs.






Advantages/benefits to
small business






Increased consistency will make it easier for businesses at the point of application as there will be full transparency
regarding requirements and the application process.
Increased consistency for those businesses operating across council borders, reducing the time and cost impost on
business.
Improve public health benefits by having information easily available in the management of outbreaks and investigations
involving food businesses as live/recent data about the business is readily available.
Simplification of the food regulation regime will lead to overall increases in efficiency, reducing the cost of administration
by councils (which may lead to lower fees for regulated businesses).
The existing Streatrader platform can be leveraged and lessons from the early Streatrader experience can be implemented.
Creates efficiencies in workforce mobility as all Councils will be working of the same system reducing/streamlining
training requirements when EHO’s move from one Council to another or in the case of Councils sharing resources (which
is common).
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Options

1. Standardised registration form to be used by all councils.
2. Online application form for fixed premises. This form could be facilitated through the Streatrader platform along with
having information about fees.
3. Full suite of options as outlined in ‘key features’ above.

Implementation

1. Design a standardised registration form that prevents additional requirements outside the Act.
2. Upload the form to the Streatrader platform for online application.
3. Online application portal including:
 application function with a standardised form
 ability for council to review and process application
 fee info, payment options and issuing invoice.
4. Create a tool for councils to manage registration and all food safety activities.
5. Implement a reporting function for Council to send report to DHHS and LGV.
6. Create database of compliance history.
7. Provide a program of support for the first three years of implementation of the system to support both business and
council users (based on the model used for the successful implementation).


How will you measure
success





Time saved for businesses operating in multiple council areas.
Time saved for EHOs.
Increased collaboration between councils.
Reduced administrative cost to council.

Risks

Mitigation

Advantages are not immediately clear to businesses.

Councils to commit to passing on cost savings to businesses. May have to
legislate to ensure full participation by councils.

Not all business owners have access to technology.

Provide option for business owners to mail hardcopy version of the
standardised form.
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Risks

Mitigation

Different forms may not capture additional localised permits.

Section in the single application form for additional information required by
specific councils.
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Enhanced Streatrader
Problem it’s solving

Planning regimes and some council processes are not conducive to the operation of temporary and mobile food businesses.

Description

Successes of Streatrader would be built on to include a range of improvements:
 Communication between mobile and temporary food vendors and event organisers will be automated. This can be
achieved either via:
 automatic forwarding of SOT to a registered event coordinator via the Streatrader platform
 providing event coordinators with their own Streatrader login whereby they are able to check SOT for each of their food
vendors.
 Notification wait periods will be reduced to one business day. The requirement for a five-day waiting period dates back to a
time when a SOT was manually handled.
 EHOs would also be compelled to upload full inspections reports within an agreed timeframe to ensure information is upto-date and accurate. Easily accessible inspections reports will allow EHOs in an area that has recently received a new
mobile food vendor to use greater discretion in determining whether or not an inspection is warranted.

Who are the users








Advantages/benefits to
small business






Quick wins



Mobile food vendors, particularly those operating at multiple events.
Business will have full confidence that their SOT will be accepted.
Immediate approval will provide business maximum time to plan their activities.
Councils will be relieved from additional manual tasks.
Mobile and temporary food vendors that trade in multiple events will not need to engage in multiple manual tasks.
A decreased waiting period will increase flexibility for small businesses wanting to move around frequently.
Allows for more effective and effective facilitation of interactions between Council, business and event coordinators and
managers.
By mandating the upload and use of inspection reports councils will be able to effectively and efficiently prioritise
resources (for instance to conduct inspections) and ensure businesses are not unnecessarily inspected. This will reduce
the burden on mobile and temporary food premises.
Automatic approval of SOT and notification to event coordinators can be achieved.
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Implementation

How will you measure
success

1. Implement technological adjustments to Streatrader to allow for auto-acceptance of SOT and sending of SOT to event
coordinators.
2. Change legislation to reduce the five day notification period down to one business day.
3. Provide event coordinators with their own Streatrader login whereby they are able to manage their events, review SOTs
for businesses operating at their events and interacting with businesses and council.
4. Require EHOs upload full inspection reports to Streatrader within an agreed time frame. This would require legislative
change in order for this to be a mandatory requirement.



Time savings to mobile business vendors.
Increased certainty to businesses.

Risks

Mitigation

Reduction of the notification period may make it difficult for LGAs with
numerous mobile food vendors to manage inspection regimes.

Local councils with major events to request information from eventcoordinators in advance (as is currently the case for most councils).
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