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Executive Summary 
 

Red carpet not red tape…..we are business friendly 

 
The purpose of this policy is to state Whanganui District Council’s commitment to 
delivering business friendly services to facilitate economic development, and in 
particular a growth in the number of jobs. This policy sets the overarching direction 
and expectations to guide Council staff when engaging with businesses.   

The Whanganui District Council will support a business friendly environment through: 

 Tailoring service delivery to meet the needs of business owners 
 Building partnerships and improving communication with business owners 
 Making it easier and faster for businesses to interact with Council 
 Being receptive to opportunities for improvement 
 Minimising service disruption following emergency events 

The delivery of these objectives is underpinned by the Council’s organisational culture 
and values. 
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Introduction 

This policy sets out how the Council will provide 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 
will improve businesses’ understanding of those responsibilities by providing 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,providing the foundation for how staff work. 
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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 reorientate the way Council services are delivered in order to 
better support local economic growth.  Economic growth is a priority for the District 
and while business friendly practices are not new for the Council this is the first time 
they have been documented in a Business Friendly Policy. The Policy is predominantly 
for internal use to guide staff of the requirements of being a business friendly Council.  

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. 

 

So what is 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. 

 

 

 

  

                                                           
1 G Clark and J Huxley, Business Friendly Cities: City Government and the Local Business 
Growth and Investment Climate, September 2011 
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Policy Statement 
Council is committed to fostering a business friendly culture and ensuring that 
business friendly behaviours become embedded in every day practices. This Policy sets 
the direction for staff to provide consistent and clear information for business decision 
making. 
 

 

Objectives 

How do we intend to create a business friendly environment? 

1. To tailor service delivery to meet the needs of business owners 

Pre-application meetings are key to promote and achieve business friendly 
outcomes.  Relevant staff will attend meetings with business customers.  These 
meetings will help customers: 

 understand and confirm if any, and 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 are appointed within each department of Council 
and will be 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 owners 
 
Whanganui and Partners, the Economic Development arm of Council, has 
been set up to facilitate economic growth by working in partnership with the 
community. 

Whanganui and Partners has 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 businesses along 
with other ways of engaging such as surveys, feedback forms and newsletters.  

 
3. To make it easier and faster 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 will 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 aligned with the Council’s 
organisational culture.  Having a collaborative solutions-focussed approach 
will reflect the understanding that Council has of the needs and concerns of 
businesses. 

 
4. Being receptive to 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. Regular forums will be held with businesses to facilitate 
dialogue, information flow and collaborative engagement. The purpose of 
these forums will be to collaboratively work with the business community to 
identify opportunities Council can assist local businesses.   

The Business Friendly Champions team will oversee the delivery and 
improvement of Council’s business friendly approach. Regular debriefs will 
allow for early identification of any opportunities for improvement. Any 
complaints received will be processed through the Business Friendly 
Champions team, and actioned appropriately by the Whanganui and Partners 
Business Friendly Champion. Complaints will be recorded on the complaints 
register. 

 
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. 

Council will respond rapidly and flexibly to business needs post-emergency 
situations. Council will initiate its Business Continuity Plan to ensure essential 
services continue running during an emergency. Some activities or non-
essential services may be delayed or put on hold while the Council manages 
the emergency situation and concentrates on priority tasks.  

The Council Recovery Manager has a designated role in reducing the adverse 
effects of an event on business and community activities, and will work both 
during and after such events to support businesses in this way. 
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Monitoring and evaluation 

Ensuring Council is business friendly has both an internal and external focus. The 
internal focus is about a business friendly principles underpinned by clear processes 
and policies.  The external focus is about the relationship Council has with the business 
community.   

Internal 

 

 Business friendly team will have monthly meetings. 
 This will be a cross section of council with key departments such as 

building control, resource consents, Whanganui and Partners, 
property, and regulatory. 

 Whanganui and Partners will report quarterly on the Business Friendly 
action plan and other updates. 
 

 All business friendly champions will attend business training sessions. 
 Whanganui and Partners’ will arrange specific training for designated 

staff, conducted either internally or externally as required.   
 Number of attendees will be reported on through the Business 

Friendly quarterly report. 
  

 All business friendly champions and designated staff will record business 
related request information in the Customer Request Management System 
(CRM). This will include requests for information regarding business start-ups, 
or queries from existing business owners. 

 CRM information will be included in the business friendly quarterly 
reports from Whanganui and Partners. 
 

External 

 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. 
 

 All meetings conducted with businesses will meet business friendly 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. The meeting’s purpose and goals are met.  
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 Feedback received at quarterly business forums will help assist monitor and 
implement this policy.  

 Council will provide support for start-up and existing businesses wanting to 

develop their web presence. 

 

 

The accompanying Business Friendly Action Plan outlines the key steps that will be 

undertaken to support this Policy’s objectives, and to ensure the policy is monitored 

and successes are evaluated.    
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Appendix  
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Business Friendly Policy Action Plan   

Objectives Action  Description Responsible Team/ Officer Timeframe 

To tailor service 
delivery to meet the 
needs of business 
owners 

 

Simplify building consent 

processing 

 

Go Shift project Building Control Team 
Leader 

 

Ongoing with WDC 
to implement 
GoShift forms for all 
activities in July 
2017 

Investigate incentive options for 
start-up business  

Possibilities to offer incentives for 
businesses to come to Whanganui 
will be investigated as part of the 
Revenue and Finance Policy review 
for the 10-Year Plan 

Business Friendly group and 
10-Year Plan working group 

2017/18 

Arrange business training for 
nominated staff 

Business training will be arranged for 
staff where deemed appropriate. 

Whanganui & Partners 
Business Friendly Champion 

By end of 2018 

Deliver Business Champion role The Business Champion will facilitate 
interactions between business and 
Council. 

Whanganui & Partners 
Business Friendly Champion 

Ongoing 

Provide Business Friendly 
Council team 

The Business Friendly team will met 
with business customers to facilitate 
business friendly processes 

Business Friendly team Ongoing 

To build partnerships 
and improve 

Implement open meeting 
forums. 

Develop relationships through 
Whanganui and Partners (Business 
Whanganui) 

Whanganui & Partners 
Business Friendly Champion 

Ongoing/ minimum 
quarterly basis 
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Objectives Action  Description Responsible Team/ Officer Timeframe 

communication with 
business owners 

 

Review business newsletters in 
accordance with reader 
feedback 

Newsletters will provide information 
relevant to business 

Whanganui & Partners 
Business Friendly Champion 

Quarterly 

Embed business friendly in 
organisational culture and 
behaviours 

 General Manager People 
and Culture 

Ongoing 

Develop Information toolkits Transparent and web-friendly 
information to be displayed on 
Council’s website. This will provide 
business friendly information to 
increase awareness amongst 
businesses and customers of services 
processes, communicate roles, and 
statutory functions of Council. 

All Groups End of 2017 

Communicate Whanganui and 
Partners activities and on-going 
projects  

To inform the general public and 
businesses of non-confidential 
activity, and ensure synergy with 
Council Groups. 

Whanganui and Partners On-going 

To make it easier and 
faster for businesses 

Map consenting processes for 
staff in Promapp 

These processes explain the 
processes to instruct Council 
employees processing consents. 

Resource Management 
business friendly champion 

 

2017 
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Objectives Action  Description Responsible Team/ Officer Timeframe 

to interact with 
Council 

 

Develop Resource Consent 
Procedure Manual 

The Manual will provide guidance 
and operating procedures for staff 

Resource Management 
business friendly champion 

2017 

Map key customer facing 
processes in Promapp 

These explain the processes from 
the customer experience. 

Regulatory Teams 

Resource Management 
business friendly champion 

2017/2018 

Undertake engagement with 
business through the District 
Plan Review 

Business will be provided 
opportunities to engage in the 
review of the District Plan. 

Planning Manager and 
Planning team 

Every District Plan 
review 

Disseminate relevant 
information for ease of public 
access 

Council website to include 
supporting information on the 
District Plan, Resource Management 
Act 1991, and Building Act 2004 to 
assist online business relevant 
documents to be provided on 
Council’s website. 

Resource Management 
business friendly champion 

 

2017 

Being receptive to 
opportunities for 
improvement 

 

Develop guidance around 
discretionary procedures 

General guidance provided to staff 
and captured in Council’s Promapp 

Business Friendly Team August 2018 

Ensure our CRM is fit for 
purpose to enable transactions 
to be entered 

Customise CRM system for Council 
Groups and designated staff to 
record relevant interactions with 
customers.  

Customer Services Team 
Leader 

June 2018 
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Objectives Action  Description Responsible Team/ Officer Timeframe 

Develop Compliments and 
Complaints procedure 

This explains how compliments and 
complaints will be handled and 
opportunities for senior level advice. 

Customer Services Team 
Leader 

By end of 2017 

Monitor Business Friendly 
surveys 

Surveys provided to business 
orientated completed by customers 
will be monitored and used to 
improve customer service. 

Whanganui & Partners 
Business Friendly Champion 

Quarterly 

To minimise service 
disruption following 
emergency events 

 

Review Business Continuity 
Plan/s 

 Civil Defence Manager 

Executive Leadership Team  

By end of 2017 

All objectives  Continuous improvements are 
identified and implemented. 

Business friendly improvements are 
identified, endorsed by Business 
Friendly team and then applied to 
council service delivery.  

Whanganui & Partners 
Business Friendly 
Champion/ Business 
Friendly team 

 

Responsible staff to 
implement 

On-going 
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Objectives Action  Description Responsible Team/ Officer Timeframe 

All staff are informed of 
Council’s Business Friendly 
Policy. 

 

Internal communication and 
education around the Policy and 
objectives – through intranet, visual 
reminders, printed material. 

 

Business Friendly team As policy adopted 
2017 

Business friendly champions are 
selected 

 Executive Leadership team As policy adopted 
2017 

All policies and procedures are 
consistent and supportive of 
our business friendly objectives. 

 

 Strategy and Policy team On-going 

Council will support business 
growth and economic 
development through advocacy 
to central Government 

Council will submit on Central 
Government consultations that 
contribute to economic 
development. 

Strategy and Policy team 

Whanganui and Partners 

In line with 
consultation 

 


