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is situated and respect the past and ongoing 
relationship to country.
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Department Program participant Program proxy

Economic and Business Development Kristen Anderson, Team Leader Economic Development N/A

Economic and Business Development Cassidy McGuire, Economic Development Officer N/A

Public Relations  Kate Fielding, Media and Engagement Officer Brody Russell, Team Leader Public Relations 

Customer Service Natasha Rogers, Senior Customer Support Officer Joanne Goff, Customer Support Officer 

Environmental Health Evon Smith, Senior Environmental Health Officer Meredith Chidlow, Team Leader Environmental Health 

Events Juaini Taylor, Senior Events Officer Steve De Meillon, Team Leader Community Partnerships

Information Technology/ 
Strategy and Performance 

Mitch Kuronya, ICT Change Coordinator Nicole Andrijevic, Service Design Improvement Officer

Planning Justin Biggar, Senior Planning Officer Barbara Macaulay, Team Leader Development Assessment and Compliance 

Building Deanna Rudd, Building and Planning Administration Officer N/A

Small Business Development Corporation Annette Brown, Senior Project and Engagement Officer N/A

Thank you  
Thank you to the following working group members for their contribution to the  
Small Business Friendly Approvals Program – City of Bunbury Action Plan 

The Small Business Development Corporation would like to thank the local businesses who shared their own experiences to help 
identify improvements to the current approvals processes required to establish and grow a small business in the City of Bunbury. 
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Welcome from the Small Business Commissioner 
Consistent with its status as Western Australia’s second city, Bunbury is 
undergoing tremendous rejuvenation with investment in major marine  
and land projects that will benefit both residents and visitors.

These exciting developments have been driven by a 
progressive local government with support from the 
State Government, which recognises the City’s role 
in progressing economic development, employment 
opportunities and business confidence in the region.

In response to Government priorities and community 
feedback, the City of Bunbury has developed 
a targeted Economic Development Plan 2020-
2023 that is built on six focused themes. The plan 
acknowledges and puts great value on leveraging 
partnerships and collaboration to meet its objectives. 
One of these focus areas is business support, and 
the Small Business Development Corporation was 
proud to partner with the City on delivering the Small 
Business Friendly Approvals Program.

Selected to participate in the Approvals Program 
through a competitive application process, the City’s 
submission highlighted a commitment to improving 
internal processes to attract new small business, 
strengthen relationships and support the sector to 
grow and thrive, by reducing red tape and making  
it easier to do business with the City. 

These priorities were evident in the enthusiasm of 
the working group, who were actively supported 
by the Chief Executive Officer and the Executive 
Leadership Team throughout the program. I commend 
the Executive Leadership Team for participating in an 
innovative rapid ideation session during the program.

This cross-functional and cross-level approach resulted 
in 41 recommendations and five innovative concepts 
that align with the City’s strategic aspirations to 
attract and support sustainable prosperity and job 
opportunities for its community.

I am proud of the success of this program and the 
collaborative approach to help small businesses 
establish and grow in the Bunbury region.

David Eaton 
Small Business Commissioner 
Chief Executive Officer 
Small Business Development Corporation 
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I am very pleased to present the City of Bunbury - Small Business Friendly Action  
Plan to our community.

This document has been developed through our 
participation in the Small Business Friendly Approvals 
Program. 

The Small Business Friendly Approvals Program 
is an initiative of the Small Business Development 
Corporation, which aims to foster a successful small 
business environment by identifying local issues 
facing small businesses, designing reforms to achieve 
more streamlined approval processes and supporting 
local governments to implement those reforms. 

Here at the City of Bunbury, we are extremely 
grateful to have been selected as the first Local 
Government within the Bunbury Geographe Region 
to participate in the Program. We are proud to 
be leading the way in driving necessary change 
to support our small business community. The 
reforms identified within this Action Plan will make 
a significant impact to all small businesses and our 
community.  

Support to our local business community is crucial to 
the vibrancy and the transformation of our City, not 
only as a place to do business but to live and visit. 
Business Support is highlighted as a key focus area 
within our Economic Development Action Plan and 
continues to be a priority of the City of Bunbury.  

In Bunbury, small businesses make up 96 per cent of 
our total business landscape. Those small business 
owners, operators and staff make up the fabric of 
our community. It is vital that we support our small 
business community and create an environment 
where they are able to thrive and contribute towards 
our economy, and grow employment opportunities 
and business confidence in the region.

Through this program, a series of reforms have 
been developed that enable us to provide better 
information and support to small businesses, fast 
track approvals, streamline and even challenge our 
current requirements for small business approvals 
processes, including associated fees, all in an effort 
to improve the approvals experience for our small 
business community. I have been extremely proud as 
to the interest and buy-in by City staff in identifying 
areas of improvement.  

To ensure the reforms included within this plan 
are relevant, we have used the experiences of 
local Bunbury businesses to help shape and 
identify improvements that we can make as a local 
government, to reduce red tape and make the process 
easier for our business community, as well as staff 
across the organisation who work with our businesses.

Our thanks go out to the State Government and the 
Small Business Development Corporation for the 
opportunity to participate in this Program and their 
ongoing support to us and small businesses. 

I would also like to thank the individual businesses 
who provided feedback as part of the program. 
They have been an essential part of this journey and 
we look forward to seeing how these changes will 
positively affect our community.

 

Mal Osborne 
Chief Executive Officer 
City of Bunbury

Message from the Chief Executive Officer
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Depending on the location and business type, licences and permits may be 
required at the local, state and federal government level. This multi-layered 
compliance process can present a host of challenges: firstly in understanding the 
processes, followed by identifying which approvals are required, then providing 
the relevant information to enable an assessment and determination to be made. 

Many small business operators face the challenge 
of starting their business while also working full-time 
– or worse, have left their job with the intention of
starting a business – and have limited understanding
of how long government approvals will take. These
entrepreneurs are faced with having to understand
lease agreements, obtain finance, establish a supply
chain or employ workers as well as apply for
licences to trade.

More broadly, businesses are also faced with 
challenges including unpredictable customer 
spending, increased competition from on-demand 
services, e-commerce, globalisation, and the 
disruption caused by COVID-19.

There has never been a greater need or opportunity 
to support the establishment and growth of small 
businesses in Western Australia.

The Small Business Friendly Approvals Program 
(Approvals Program) is an SBDC initiative that 
aims to assist regulating authorities to reform their 
approvals regimes and foster a supportive business 
environment. The process includes identifying issues 
facing small businesses, designing reforms to achieve 
more streamlined approval processes and supporting 
government authorities to implement those reforms.

A member of the Small Business Friendly Local 
Governments initiative, the City of Bunbury was 
successful in its selection through a competitive 
application process, as one of 20 Western Australian 
local governments to partner with the SBDC to 
develop a customised Approvals Program Action 
Plan. The reform initiatives presented in this plan are 
the result of a detailed examination of the approvals 
process for a range of small business applicants in 
the City of Bunbury. It addresses local government 
touchpoints and interactions with small business,  
from business idea to operation. 

Project background 

Enacting the reform initiatives detailed in the 
action plan will:
• reduce approval timeframes, saving

both the City and business applicants
considerable time and money

• foster a ‘can-do’ business-friendly culture
and deliver an improved experience for the
City’s small business customers

• ensure more efficient and effective use of
City resources

• align with the WA Government’s Streamline
WA reform agenda.
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The small business sector contributes more than $54 billion to  
WA’s economy and employs almost forty per cent of the private 
sector workforce.2, 3

Ninety-seven per cent of all businesses are considered small  
(fewer than 20 employees).¹ 

1 Australian Bureau of Statistics (June 2020) 8165.0 Counts of Australian Businesses, including Entries and Exits, June 2016 to June 2020, [time series spreadsheet], accessed 25 February 2021.
2 Value of small business to WA economy is an estimate using a revised SBDC model based on previous work undertaken by ACIL Allen using ABS data. All figures are nominal (ie. in 2019-20 dollars).
3 Share of private sector employment is an estimate by ACIL Allen using ABS data. The figure is at June 2020.

Small business statistics 

Small business is big business in Western Australia,  
with 227,754 small businesses in the state1

97% of all businesses are classified as small

65.5%  
are non-employing

31.8%  
are small (1-19 staff)

2.5%  
are medium

0.2%  
are large

38.4% 
small

61.6%  
medium/large

21.1% 
small

17.1% 
medium

61.8% 
large

Share of private sector employment  
(by business size)

Share of private sector gross  
value added (by business size)

1.2m total private sector jobs $202.4b total private sector GVA

462,955  
small  
business  
jobs
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Located 180km south of Perth and situated on a peninsula, Bunbury’s coastal destination image is supported by a major port 
and bustling business centre. 

This natural water playground that offers surf, a 
serene bay and inlet, has seen the local and State 
Government commit to a world-class waterfront 
development. Within walking distance of the 
city centre, a major shoreline transformation will 
improve public access, create family beach areas, 
introduce vibrant retail and commercial hubs and 
incorporate city housing in the form of townhouses 
and apartments.

Complementing its natural assets and enviable 
lifestyle, the City has identified its ability to diversify 
and become a regional innovation hub for future 
industries and jobs of tomorrow and positioned itself 
as Western Australia’s first regional digital city. 

In 2019, the community identified economic 
development and long term employment 
opportunities as a priority. In response, the City 
developed the Economic Development Action 
Plan 2020-2023, which aims to deliver short term 
objectives to invigorate the local economy and steer 
longer term goals and future aspirations.

The City has been agile and reactive to opportunities 
presented to the Bunbury-Geographe region, 
leveraging off the $1.79 billion infrastructure project 
investment committed by the State and Federal 
Governments. These developments will not only 
engage local contractors and businesses along the 
supply chain, but will also provide the basis for the 
migration of workers to the region. These workers will 
rely on the goods and services provided by small 
businesses.

The value of this sector, and the need to actively seek 
opportunities to attract new small businesses and 
support those wishing to grow their enterprise, is a 
fundamental feature of the City’s plan for a vibrant 
and prosperous community. 

City of Bunbury officers acknowledge the challenges 
of starting or expanding small business operations. 
They are committed to making it easier to do business 
in Bunbury, and supporting their small businesses to 
not only survive, but to thrive.

The City of Bunbury’s business landscape
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The City of Bunbury’s business landscape

Of 2,966 businesses in the City of Bunbury, 
2,849 (96 per cent) are categorised as a small 
business, employing 0 -19 people.1 

Top four small businesses by industry  

18%  
Construction 

14%  
Rental, hiring and real 
estate services

13%  
Financial and insurance 
services 

9%  
Retail trade

1 Source: Australian Bureau of Statistics (June 2020) 8165.0 Counts of Australian Businesses, including 
Entries and Exits, June 2016 to June 2020, [time series spreadsheet], accessed 25 February 2021
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Data collection across local government agencies differs significantly 
and often aligns with statutory requirements, as opposed to capturing 
information to assist in enhancing the small business customer experience.

Information historically captured by the City of Bunbury records the types of application received, 
including those declined and withdrawn. Reported approval turnaround times are based on the receipt 
of complete applications, rather than the initial application submission date, which may be extended 
due to requests for additional information and/or sign off by referring agencies and associated 
regulatory requirements.

The business application and approvals landscape  
for the City of Bunbury     

1,646 applications received across departments in 2020/21 financial year

890 (54%) Building applications

383 (23%) Health applications (including events)

373 (23%)  Development (planning) applications 

Note: percentages have been rounded. 
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2020/21 development (planning) applications

373 development (planning) applications received

360 applications determined

33.86 days average time taken to determine incomplete applications (53.3% of applications submitted are incomplete)

14.03 days  average time taken to determine complete applications1

11  (6%) home occupation/home business

159  (84.4%) commercial/industrial

1  (0.5%) signage

184 (51%) of the development (planning) applications determined related to small business and consisted of 2:

Determined development (planning) applications have increased by 38.9% from 2019-20 (259) to 2020-21 (360). The majority of 
this increase is in single houses and grouped dwellings, which are outside the scope of this program.
1 The City of Bunbury will only progress (or start the clock) applications that have all the required approvals information (for example, missing information, plan revisions and external referrals to agencies for 

advice and comment). This is the time adjusted figure.
2 The number and percentage of applications has been determined using approval types typical to small business. 
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2020/21 building applications 

890 building applications received 

856 building applications determined

14.86 days is the average time taken to determine 
incomplete applications1

5.75 days is the average time taken to determine a 
complete application2

123 (13.82%) of the building applications received 
related to small businesses and consisted of3:

62 (50.40%) building  
permit certified 

34 (27.64%) occupancy permit 

10 (8.13%) certificate of  
design compliance

7 (5.69%) certificate of 
construction compliance

5 (4.06%) demolition 

2  (1.62%) of small business 
applications building 
approval certificate

2 (1.62%) occupancy  
permit – strata 

1 (0.81%) certificate of  
building compliance 

Overall, there was a nearly 26% increase in applications 
received from 2019-20 to 2020-21.
1 Average elapsed business days includes stop days and work days.
2 Once all information is received an application will take an average 5.75 days to determine.  

This figure does not include stop the clock time.
3 Calculated based on building code classification that typically a business would fall under,  

and a review of outliers to identify the applying entity.
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2020/21 health applications

383 health applications received1

380 (99.21%) of the health applications 
determined related to small businesses2 and 
comprised the following:

126 (33.16%) event applications

54 (14.21%) hairdressing and 
skin penetration applications 

52 (13.68%) health approved 
plan applications (fit out of 
premises)        

47 (12.37%) food applications                                              

39 (10.27%) street trading 
applications     

36 (9.54%) extended trading 
permits and occasional 
licences

19 (5.00%) public building 
approval certificates          

 7 (1.84%) liquor licencing 
section 39 applications       

There was a significant increase in the following health applications 
from 2019-20 figures:

Public Building Approval Certificates –  
111.11% (19 in 2020-21 compared to 9 in 2019-20)

Event applications –  
88.05% (126 in 2020-21 compared to 67 in 2019-20)

Health approved plan fit out – 
23.80% (52 in 2020-21 compared to 42 in 2019-20)

The Approvals Program highlighted that, while application types across all 
departments were identified through the record keeping process, the system did 
not distinguish between private and commercial applications when recording 
lodgements and determinations. The Planning and Health Approvals Forms both 
ask for the number of employees, however this information is not documented or 
used in the system. Information provided has been derived from raw data and not 
through formal reporting mechanisms.

1 The health department was unable to provide an average elapsed business days, average business stop 
days and average adjusted business days due to the recording system not capturing these timeframes.

2 This figure was calculated based on assuming applications submitted for health approved plan (fit out 
premises), street trading, food applications, liquor licensing, hairdressing and skin penetration all related to 
small business. For public building approval certificates, where the applicant was an entity (not person or 
religious entity) it was assumed this was a small business.
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Program approach

The City of Bunbury demonstrated tremendous energy and commitment  
to gain maximum results from the opportunities presented through the 
Approvals Program.

Working group participants were selected for their skill set, openness to drive transformational change, 
and ‘can do’ attitude. Immersed in the program and supported by the CEO and Executive Leadership 
Team, the cross-functional working group members were taken out of their operational roles for two 
days a week for five weeks in order to focus on the Approvals Program.

This approach delivered outstanding results, with the team identifying 41 reforms across five pillars to 
address their “How might we?” statement.
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The five steps of design thinking

Empathise Define Ideate Prototype Test

Program approach

“How might we”
• Improve access to relevant information

• Continuously improve and simplify our processes

• Support small businesses in the City of Bunbury to establish, grow and thrive

Working off site, the cross-departmental team members came together as the City’s ‘brains trust’ – dissecting, challenging, 
probing and sharing the journey with colleagues as they forensically examined current processes and customer experiences. 
Together with their peers, they problem solved and developed a series of improvements.

This carefully crafted and professionally facilitated journey stepped the organisation through the five steps of design thinking.
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Starting with the customer perspective – empathise

Pain points

Process could be streamlined and simpler

It took a long time and the process  
was frustrating 

Businesses needed to engage a 
consultant to get through the process

The process can be very complex  
and confusing 

There is a lot of red tape

There is a real issue with parking 

Businesses worry about the security  
and safety of clients and staff outside  
of general trading hours

Human-centred design thinking is based on considering the customer perspective. 
It is vitally important to hear a customer’s experience first-hand in order to connect to the needs, desires and motivations of real people, and use this to inspire 
and provide fresh ideas.

The working group was provided with the survey results and phone interview feedback from local small business owners operating in the City. 

What was heard

Inconsistent information 

Too much technical jargon 

Businesses wish information was in 
simple, everyday language

It is difficult to know what is required

Advice is dependent on officer 

Some officers believe it is the 
applicant’s responsibility to find out 
what they need to know and to know 
the right questions to ask

Customer service 

It was proactive, fast turnaround  
and helpful

Officers generally get back to you

A business had to get help to 
successfully get through the process 
(e.g. City officer, consultant) 

A business wasn’t able to perform 
simple tasks like make a payment on 
the website

Culture is risk averse

Communication 

The website is complex to navigate 

Businesses have to know where to 
look on the website – it is not intuitive 
or easy to navigate

There is no contact for support 

There appears to be no communication 
between business units

Sometimes timeframes can be lacking 
and not clearly communicated

Businesses want to be told about  
local events and also have local 
business events 

“The customer support ladies are delightful, very helpful and really nice. 
They always direct me to the right person!”
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Creating a better customer experience through human-centred design thinking –  
define, ideate and prototype 

Better information 

Business support service 

Automated/fast tracked approvals for selected applications 

Streamline processes to improve the customer experience

Advocate for change in legislative requirements 

Drawing on the open and honest customer feedback, creating customer personas and basing scenarios on real business models, the group undertook rigorous journey-
mapping to define pain points, form fresh ideas, and prototype solutions. 

Rather than work through the process in isolation from the rest of the organisation, the working group shared their findings and invited and embraced input from officers across 
all staff levels and departments within the City. This created a richness and depth in the problem-solving process and strong themes were identified within five reform pillars. 
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Implementation

Based on five specific reform pillars, a series of 
high-level actions aimed at improving the customer 
experience, reducing approval times and creating 
internal efficiencies was developed by the working 
group. This process included identifying:

How the reform concept linked to community  
and corporate aspirations?

What would be needed to achieve these reforms?

Who would need to be involved to drive the process?

How long would the reforms take to implement? 

A summary of the effort, benefit and cost involved.
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Reforms

Reform areas to improve the customer experience, reduce approval times and 
support small businesses to establish, grow and thrive in the City of Bunbury.

Better information: Develop and provide information upfront to small 
businesses with clear, concise and consumable requirements to ensure they 
can easily navigate the regulatory approval processes.

Business support service: Establish a Business Support Service to guide 
and assist small businesses throughout the necessary application processes, 
with a focus on supporting small businesses to get established, succeed and 
flourish in the City and surrounding areas.  

Automated/fast track approvals for selected applications: 
Review all small business approval requirements, remove those that are 
redundant and refine procedures that can be simplified. Conduct an 
assessment to identify the low risk approvals that can be fast tracked. 

Streamline processes to improve the customer experience: 
Implement a portfolio of solutions that enable small business operators to 
easily identify the relevant approval processes, expedite administration 
processes and lodge and track applications at their convenience.  

Challenging the rules: Review and challenge City requirements for all 
small business approval processes and associated fees with a focus on 
reducing approval times and associated expenses (fees and consultants) 
incurred by small businesses. 
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