
Plan Sim Case study

simulation technology for evidence based 

approaches to decision making and 

stakeholder engagement

insight| impact| inspiration



As they say…

For every complex 
problem there is an 
answer that is clear, 
simple, and wrong.

H. L. Mencken



The i-three difference

Tried and 
tested 
analysis 
approaches 
of world 
class 
businesses

insight

Build and 
share

Focus only 
where we 
can make a 
contribution

impact

Co-created 
designs

Innovation 
and problem 
solving 
techniques

inspiration



Selected recent clients

•Greater Manchester Police

•Essex PolicePolice

•Aylesbury Vale District Council

•Planning Advisory Service

•Tunbridge Wells Borough Council
Local authorities

•Renaissance Capital

•Triumph International

•Lloyds Register
Globals

•Kings Fund

•St George’s Hospital

•Portsmouth CCG
Health

• Insolvency Service

•Office of the Rail Regulator

Central 
Government

•CIPFA

•Shared Service Architects

•Canterbury Christchurch University
Teaching

•sThree

•WS Atkins

•MidlandHR

• IESE

• Shropshire County Council

• Kent County Council

•Queen Alexandra Hospital 

• Troubled Families

• Response

• Organised Crime Gangs

•Environment Agency



The exam questions

Is the conventional 
wisdom about 

service design right?

What does the data 
say about what 

works?

How can 
stakeholders be 
brought into the 
design process?

Can better analysis 
technology tell us 

anything new about 
better public 

services?



Experimenting in the real world can 

be expensive…

And for 

management?



Bringing changes to life

“I love that its immediate, engaging 
and intuitive”

Andrew Grant
Chief Executive - AVDC 



“Improve the Service in an afternoon” 
Workshops for engagement and ideas

All 
stakeholders 
in the room

Explore 
options and 

ideas

Test these in 
simulation

Multi-
perspective



Simulation as a decision tool

•Experimenting in 
real life is risky

•Stress testing

•Avoid costly 
mistakes

‘Try before 
you buy’

•Everyone 
involved

•Stakeholders 
reassured

•Stakeholders 
convinced

Engagement

•Use of actual 
data

•Simulates real 
life variation

Unparalleled 
realism

“Its as much as 

social process as it 

is a technical one”
Mark Elder: Simul8



Questions answered

Testing new 
operating 
models

Will our idea 
work?

Can performance 
be sustained?

What staffing is 
required?

What happens if I 
reallocate staff?

Is it realistic?

Process 
Improvement

What does clean 
flow and failure 

demand do?

What changes 
make the most 

difference?

What happens if 
invalids reduce?

How do pre-aps 
impact 

performance?

How can I improve 
end to end time?

Options 
Appraisal

What ‘s the best 
answer?

Is ‘best practice’ 
right for us?

What happens if 
application 

volumes change?

Costs

What is the 
total cost of 

delivery?



Stakeholders involved in decision 

making



Some Conclusions



7 Key themes

The best way to 
improve is to ‘get 
better customers’

The entire supply 
chain matters

Bringing the 
experts upstream 
doesn’t save costs

Staff variability 
matters

Engagement in the 
process matters

Digital by defaults

The role of the dice



‘Who’ matters as much as ‘how’

1

Some staff work ‘as 

soon as possible’1

2

Some staff work ‘as late 

as possible’2

3

With the exception of 

Person 2, all staff work 

to the targets
3



Some agents get far quicker 

decisions than others

1

Some agents take up to 

twice as long to get 

their applications from 

submission to decision 

(140 days plus)

1

2

Others get decisions in 

less than 70 days from 

submission
2

Submission to decision time
(Only agents submitting more than 

5 applications are included)

Validation time3

Some agents take more 

than 4 weeks to amend 

invalid applications (vs 

the average of 10 days)

3

Overall, the difference between the fastest agents and the slowest is greater than the 

differences seen between the fastest authorities and the slowest. 

Agent performance may be more significant when it comes to speed of decision than 

authority performance.



Electronic submissions can be bad 

for your health



‘Blind luck’ can dominate 

improvement efforts

1 Huge performance 

differences from luck 

alone
1

2

Generally more stable 

performance2



Forecasted annual total volumes

These applications are 

predictable… so can be 

resourced 

conventionally.

These are not… so 

need the flexibility of 

pooled staff



Other applications

Police

Health

Domestic 
violence Troubled 

Families

Revenues 
& 

Benefits



Contact

(e) ARobertson@i-three.co.uk

(m) 07850 371333

(w) www.i-three.co.uk

More information:

http://www.cipfa.org/services/advisory-and-transformation/plan-sim

mailto:ARobertson@i-three.co.uk
http://www.i-three.co.uk/
http://www.cipfa.org/services/advisory-and-transformation/plan-sim

