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Executive Summary

We want to help you by being business friendly
Being business friendly has been defined as:
“explicit attempts by local government and their partners (including national
government) to reduce the barriers, costs, risks and uncertainties of all forms
of commercial activity to stimulate and support local business growth, local
business retention and the attraction of new business to the local area”.
The purpose of this policy is to signal Whanganui District Council’s commitment to
delivering business friendly services to promote economic growth and build the
reputation of local government. This policy sets the overarching direction and
expectations to guide Council staff.
The Whanganui District Council intends to support a business friendly environment
through:






Tailoring service delivery to meet business needs
Building partnerships and improving communication with business
Making it easier, faster and better for business to interact with Council
Identifying opportunities for improvement
Minimising service disruption following emergency events

The delivery of these objectives is supported by the Council’s organisational culture
and values.
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Introduction
This policy sets out the Council’s intentions for providing a business friendly
environment.
As a starting point we used the six key principles presented in Local Government New
Zealand’s Business Friendly Councils – Guidelines and case studies from New Zealand’s
Core Cities:
1. Build excellent relationships and partnerships – at the heart of a business
friendly council
2. Context matters – identify local challenges and local business needs
3. Provide certainty and clarity for business decision-making
4. Make every interaction with business count
5. Be proactive and look for opportunities to support businesses; and
6. Respond rapidly and flexibly to business after major emergencies.
This policy will not result in a weakening of the Council’s statutory responsibilities, but
aims to improve businesses’ understanding of those responsibilities by encouraging a
more collaborative way of working.
This policy is guided by the Whanganui Leading Edge Strategy. It works in conjunction
with our Economic Development Strategy, Customer Care Strategy and Charter,
Reputation Management Strategy and Online Strategy, and our organisational culture
and values provide the foundation of how our staff perform.
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Our organisational culture and values
Our organisational values:



Positive and encouraging



Collaborative brilliance



Make great happen
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As we go on this journey with you to improve our business friendliness, we
encourage you to let us know what is working and what is not because only together
we can make great things happen.

Background and context
Following the release of Local Government New Zealand’s Business Friendly Councils –
Guidelines and case studies from New Zealand’s Core Cities, the Council decided to use
those guidelines to re-orientate the way Council services are delivered in order to
better support local economic growth and to enhance the reputation of local
government. Business friendly practices are not new for the Whanganui District
Council but this is the first time they have been documented in a Business Friendly
Policy.
The New Zealand government has stated that it wants to create an environment for
business to thrive, ensuring that New Zealand maintains its world-leading reputation
as a country for “doing business”, and has developed a business growth agenda.
Determining what we needed to do to achieve a business friendly environment was
not straightforward because of the range of different roles played by Council. The
Council is a regulator of business activity, a provider of important infrastructure and
services and a facilitator and funder of services including business and marketing
activities.
Some regulations are set by central government (such as the Building Act and the
Resource Management Act) while other policies and rules are set by the Council (such
as the District Plan). The regulatory functions have at times strained relationships with
businesses, particularly when they have found it difficult to get the necessary
information about regulatory requirements, knowing who they need to talk to, or have
been frustrated by delays and perceived inconsistencies from staff.
Defining Business Friendly
Business friendly has been defined as:
“explicit attempts by local government and their partners (including national
government) to reduce the barriers, costs, risks and uncertainties of all forms
of commercial activity to stimulate and support local business growth, local
business retention and the attraction of new business to the local area”1.

G Clark and J Huxley, Business Friendly Cities: City Government and the Local Business
Growth and Investment Climate, September 2011
1
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Policy Statement
The purpose of this policy is to signal Council’s commitment to delivering business
friendly services to promote economic growth and build the reputation of local
government. This policy sets the overarching direction and expectations to guide
Council staff.

Objectives
How do we intend to create a business friendly environment?
1. To tailor service delivery to meet business needs
Pre-application meetings are strongly recommended as a tool to promote and
achieve business friendly outcomes. Relevant staff will attend meetings with
business customers. These meetings will help customers:







confirm what consents are required
understand the processes and associated costs
get guidance about who they should talk to and what expertise may be
needed
find sources of information
develop relationships and rapport with staff
ensure applications are processed efficiently and without delay

Business Friendly Champions within each department of Council are available
to support business customers. Where developments require the involvement
of multiple Council services, joint meetings will be facilitated. Refer to process
diagram Appendix 1.
2. To build partnerships and improve communication with business
Whanganui and Partners, the Economic Development arm of Council, has
been set up to facilitate economic growth by working in partnership with the
community.
The Economic Development and Projects Officer from Whanganui and
Partners is a business friendly champion who is available to facilitate business
enquiries to Council.
Improving communication with the business sector helps businesses to
understand the regulatory constraints the Council faces and assists the Council
to understand business challenges, identify opportunities and implement
improvements. Regular forums will be implemented with business along with
other ways of engaging such as surveys, feedback forms and newsletters.
3. To make it easier, faster and better for businesses to interact with Council
It is important that businesses are able to get information easily and that it is
clear and consistent. The Council intends to enhance its delivery of online
services with web friendly toolkits and the publishing of important information
- for example, customer facing processes and procedures, online forms and
online consenting.
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Business friendly values and behaviours are encouraged as part of the
Council’s organisational culture. A collaborative solutions-focussed approach
will help achieve better and shared outcomes.
4. To identify opportunities for improvement
Monitoring provides the opportunity to review and improve Council
performance. The Council will use customer feedback, surveys and our
customer request management system to identify opportunities for
improvement.
The Business Friendly Champions team will oversee the delivery and
improvement of Council’s business friendly approach.
5. To minimise service disruption following emergency events
Emergency events can cause disruption to services that businesses rely on.
Business continuity planning aims to minimise the amount of time services will
not be available and to co-ordinate recovery of critical business functions in
the event of disruption or disaster.
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Monitoring and evaluation








90% of businesses are satisfied or very satisfied with their interactions with
Council.
 Business satisfaction will be captured in feedback forms provided to
businesses at the completion of a business related interaction with
Council.
90% of meetings conducted with businesses satisfactorily meet business
friendly principles.
 The Whanganui and Partners’ Economic Development and Projects
Officer, or appropriate Council officer in the Economic Development
and Projects Officer’s absence, will measure the effectiveness of
meetings between Council officers and business representatives
based on the following seven principles:
1. The meeting’s purpose and goals are clearly defined.
2. The right people are present at the meeting.
3. Consistent, clear and correct information is provided to the
customer.
4. There are no surprises for the customer because they have
received all the necessary correspondence from Council staff
before the meeting.
5. Issues raised in discussions are resolved one at a time before
moving on.
6. There is a mutual sense of accomplishment shared by the
customer and Council officers.
7. The meeting’s purpose and goals are met.
100% of designated staff attend business training sessions.
 The Whanganui and Partners’ Economic Development and Projects
Officer, working with management, will arrange specific training for
designated staff, conducted either internally or externally based on
feedback.
100% of designated staff are recording information in the Customer Request
Management System (CRM).
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Appendix
How does the Council approach business related requests?
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