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Transitioning from paper to digital survey plans

• Survey plans play a crucial role in housing supply

• Paper based processes currently hinder greater 
efficiency due to drafting errors, linear approvals 
and manual data entry

• Previous attempts to digitalise the process have 
failed
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Strategic review and reset

• Co-designed a revised approach with industry

• Quick wins the deliver benefits back to industry

• Economic analysis to demonstrate value
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Customer personas

Customer journey mapping



Revised reform: 3 components

• Move to an online plan creation to registration 
process

• Require digital data to be included as part of 
plan lodgments

• Digital data considered the legal point of truth
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Improved customer outcomes

Primary reform outcomes
• Concurrent digital consent gathering
• Reduced errors in plans
• Enhanced customer services

Results in …
• More efficient delivery of new property and 

property services

Leading to …
• Lower costs and investment risk
• Increased economic activity
• Improved customer experience
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