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Abstract 
 
There are rules in urban development and the construction industry, which encourages 
organizations to work according to standards and approved codes. For example: it is 
required by law for all property owners to apply and obtain a permit in order to carry out 
an action in construction building. Often, the permit process takes a great deal of time to 
process.  
 
Currently, there is a lack of constructional project for residential buildings in Stockholm 
region, and there is critique toward the municipalities for having a long processing time 
for reviewing building permits. This study is about ways to optimize the processing time 
for building permits. As a first step, it was important to study parameters, which 
maximizes the quality and efficiency. Since, time is often one of the restricted factors in 
urban development, optimizing the processing time issuing a construction permit can be 
one of the quality elements in service oriented business organizations like a municipality. 
 
This study aims to analyze the building permit processing time, and investigate different 
factors that have influence on it. The case for this was Tyresö municipality, a municipality 
with approximately 45 000 inhabitants in the south east of the Stockholm region. 
Required information has been developed based on interviews with the municipality's 
personnel and professional construction developer who have applied for building permit 
in Tyresö region. In addition, previous reports, statistics, and cases from the municipality 
archive have been used to identify important concepts as empirical material.  
 
Long processing time is a current existing problem in many municipalities. A service 
oriented organization like a municipality should try to increase clients’ satisfaction by a 
continual and proper communication with public. The municipality can identify the 
costumer needs and expectations and improve the quality efficiency by communication. 
Optimizing of processing time in the building permit cases is one of the issues of process 
optimization that can increase customer satisfaction. Using Total Quality Management 
strategy in the organization, help the municipality to optimize the processing time 
continuously. It means quality improvement and leads to long term costumer satisfaction. 
Since functional team develops solutions to problems in TQM style it often shortens the 
time taken to produce services. The focus of this management style is on importance of 
the relationship between costumer and organization and it is directly linked to their 
communication.  
 
By service guarantee as a tool, municipality which is a politically governed organization 
makes assurance for public as its costumer to provide community services with proper 
quality. A well defined service Guarantee has been contributed the improving quality of 
the services. It helps the planning and building department of municipality to increase the 
costumer satisfaction and attract more building developer to invest in the municipality 
region. 
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Sammanfattning  
 
Lagar och regler är till för att ha ett väl fungerande samhälle. Samma sak gäller inom 
samhälls- och stadsutveckling, då regelverk och normer styr utvecklingen. Ett exempel är 
att bygglov behövs för den som vill bygga. Handläggningstiden för bygglov ingår allt som 
oftast i planeringstiden för byggnation, och handläggningstiden kan ibland dra ut på tiden.  
 
För närvarande har kommunernas handläggningstid av bygglovsärenden fått massiv 
kritik. För att komma till rätta med problemet, och korta handläggningstiderna, måste 
kommunerna identifiera de kritiska parametrarna som kan bidra till effektivare processer. 
Då tid är oftast en viktig faktor, kan tidsoptimering vara ett sätt att få höja kvaliteten och 
effektiviteten, speciellt i en serviceorienterad organisation, liksom kommun.  
 
Denna studie syftar till att undersöka, identifiera och analysera de faktorer som påverkar 
handläggningstiden för bygglov. Undersökningen har utförts på Tyresökommun, en 
kommun med omkring 45 000 innevånare som ligger i sydöstra Stockholmsregionen. 
Studien är baserad på intervjuer av de anställda på bygglovsenheten samt de ansökande. 
Även äldre ärenden i kommunens arkiv har analyserats, för att få ett bättre underlag i den 
här studien. 
 
 De långa handläggningstiderna är ett av större problem kommunerna dras med, något 
som även gäller Tyresö kommun. Med en kontinuerlig och bättre kommunikation med de 
bygglovssökande identifieras behov och förväntningar vilket leder till mer effektiviserad 
handläggningstid. Denna handläggningstidsoptimering är en åtgärd för att sträva efter en 
optimerad process. Genom att identifiera problemen och använda sig av en Total Quality 
Management-strategi kan kommunen optimera handläggningstiden kontinuerligt som 
utmynnar till kvalitetsförbättringar och större kundnöjdhet. Enligt TQM är handläggarnas 
utveckling av problemlösningar en orsak till kortare handläggningstid. Relationen mellan 
kunden och organisationen är av stort betydelse i det här ledarskapet och är kopplad till en 
direkt kommunikation dessa emellan. Vilket betyder sökande som kund samt kommunen 
som en organisation skall föra en kontinuerlig kommunikation enl. TQM. 
 
Med servicegaranti som ett verktyg kan kommunen utlova tjänster med anständiga 
kvaliteter. Välutvecklad servicegaranti bidrar till en förbättrad tjänstekvalitet och kortare 
handläggningstid. Detta medför en förhöjd kundnöjdhet och lockar fler bygginvesterare 
till regionen. 
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Disposition 
 
Described below is a disposition of different capitals for giving an overview on the structure 
in this report. 
 
Capital 1: Introduction  
 
This capital covers the reports' background, describes the problem from another perspective, 
study case Tyresö municipality, and the purpose and boundaries of this study. 
 
Capital 2: Method 
 
This capital covers the methodology and different part of work of this study. 
 
Capital 3: Theory 
 
This capital covers the different terms and concepts related to the study area and tried to 
describe related expression in the building permit process. 
 
Capital 4: empirical perspective 
  
This capital covers the empirical data and information explained, and analyzed. It also 
explains, the organizational and different part of the building permit process in Tyresö 
municipality, and analyzes the information by comparing Tyresö municipality with other 
municipalities. 
 
Capital 5: Discussion and conclusion  
 
This capital covers the conclusion, recommendation and references. 
 



 

 

1. Introduction  
 
According to various Swedish media currently there is a significant lack of constructing 
residential buildings in Stockholm region. An example is the article published on 2012-06-07 
on Dagens Nyheter. It mentioned a report from Tidningarnas Telegrambyrå AB about the 
acute lack of residential building in Stockholm. According to a report from länsstyrelse about 
20000 dwellings have to build every year to meet the today’s need of accommodation in 
Stockholm. This brings an immediate need for building more residential housing to face the 
today’s society need.  
 
Stefan Attefall wrote an article in DN that “the numbers of residential projects in Sweden are 
low compare to other Nordic countries”. He believes, the time consuming and burdensome 
regulations in Sweden are one of the reasons to this problem. According to him Building 
regulation must be simpler, clearer, and more transparent to accelerate construction projects. 
Attefall mentioned the government has appointed a committee to analyze and suggest changes 
for construction regulation in municipalities. (Dagens Nyheter, 2011-11-27) 
 
Delay is a problematic issue which often occurs in construction project. Identify delay as the 
most common complex and universal phenomena in construction project is typified cost and 
time overruns. It gives rise of to disruption of work, loss of productivity and late completion 
of project. Increasing time cost money so it is obvious that project owners and contractors try 
to prevent any kind of delays. Four types of delays define in construction industry: (Ahmed, 
Azhar, Castillo, Kappagantula 2002).  
  

• Non-excusable delays: it is kind of delaying which contractor does not assume the risk 
for delay. It might because of underestimate of productivity, inadequate scheduling or 
mismanagement. Contractor inherently is responsible for this delays and no relief is 
allowed. 

 
• Excusable non-compensable delays: in this delay contractor and project owner share 

the risk of delay. The contractor would be entitled for additional time to complete the 
project but will not receive compensation for cost of the delay. 

 
• Excusable compensable delays: in this kind of delaying, the risk is on project owner’s 

part. The contractor entitled by both additional time and money equal to the costs 
caused by the delay 

 
• Concurrent delay: this delay state as when a contractor and an owner have the 

responsibility for two or more independent delays. These delays both affect the 
completion date of the project during the same approximate time. (Ahmed, Azhar, 
Castillo, Kappagantula 2002).  

 
There are several causes for the delay in construction project. According to Theodore & 
Trauner  2009 causes of delay categorized in 7 groups.  
 

1.  Delay by client  
2. delay by contractor  
3. delay by consultant 



 

 

4. delay by material  
5. delay by equipment 
6. delay by labors 
7. delay by external factors 
 

Each group includes several factors that contributed to the cause of delay. One of theses 
factors is lack of action in governmental body and political influence on the project and 
belong to delay occurred by external factor. (Alhadi Tumi, Omran, Kadir Pakir 2009), Delay 
by the governmental body in issuing the permit or approval would be and excusable, non-
compensable delay. (Barry, Bramble, Michael, Callahan 2011)  
 
Good construction regulation matters for public safety and building sector. Building sector 
plays an important role in economy and employment in society. According to a study in 
OECD Journal 2010 construction industry accounts on average for 6.5% of GDP in 
economies.  
 
By good regulation ensure the safety standard which .protect the public. Therefore a right 
balance is an important issue when it faces to construction permit. It is a big challenge for 
governments to make permitting process efficient, transparent and affordable for both 
authorities and project owners.( Moullier, 2009) 
 
The Swedish government aims to ease the building permit process and make it clearer and 
faster by optimizing the regulation of building permit process in municipalities. It sparked the 
idea of studying building permit process in a municipality and investigates the possibilities for 
optimizing processing time in permit stage. 
 
Generally any new construction project should apply for a building permit in the planning 
phase. Even some kinds of changes, completion or renovation of the existing structures need a 
building permit.  
 
The building permit is a crucial point for both project owners and public sectors Pubic 
authority granted the building permit in response to an application based on a building plan. It 
is the final administrative authorization before to start the actual construction work. Delay of 
issuing permit, leads to production delay. In some big house marketing project, entrepreneur 
starts to sell the property with a specific building plan before they obtain the building permit. 
Since they are not aware about all the regulation in permit process it would forced them to 
change the plan according to municipality demands during building permit processing time. It 
leads them to finical risk and they would try to negotiate with municipality until they would 
be agree on a common plan and it takes a lot of time to deal. Therefore Building permit is one 
of the influential factors on a project time. It even has a direct effect on public revenue. 
According to a study in United State accelerating permit approvals by 3 months in a 22 
months project cycle could increase construction spending by 5.7% and property tax revenue 
by 16%. (Pricewaterhouse Coopers 2005).  
 
Municipality is a primary urban political unit, which has powers of self-government and 
corporate status. According to planning and building laws in Sweden (PBL), Building 
planning committee in the municipality is responsible to issue the building permit (12 kap 1§ 
och 2§). They control building process for fulfilling all legal requirements. The owner of a 
new construction project should apply for a permit before the production phase. Reviewing a 
building permit application is according to a defined process in the municipality. The building 

http://en.wikipedia.org/wiki/Administrative_division


 

 

permit process is a collection of linked procedures, which should be followed for issuing the 
permit. According to this process, some cases need a long time to review. Long processing 
time is an issue that project owners in many municipalities complain about. This problem 
entails the risk that municipalities lose valuable investment and job opportunities. Even if 
procedures in permit process are overly complicated or costly, builders tend to proceed 
without permit. ( Moullier, 2009)     
 
Long processing time is distinguished as a poor or substandard service in public opinion. It 
leads to fewer investors choose to have construction project in a municipality with long 
processing time, which leads to deterioration of tax revenues and lower welfare. In addition 
the Citizens of a municipality select decision makers in political elections every 4th year. So in 
a democratic society citizens have to be satisfied of their local authorities. 
 
 

1.1 Background to the case  

 
Tyresö municipality is one of the municipalities in the Stockholm region. It has approx. 45000 
inhabitants and is situated southeast of Stockholm. 
 
When I was working extra in building permit department of Tyresö municipality, I noticed 
how crucial the building permit is for both project owners and municipality. It made me think 
about the complexity of reviewing building permit cases and the needed time for this review. 
Since I am studying construction project management and have training in the building permit 
process I see its importance for construction projects and that is why I decided to do my thesis 
in this area. 
 
This study is about different factors that influence the building permit process and 
possibilities to optimize the processing time to review building permit cases. The aim of this 
study is to identify and analyze different factors behind the prolongation of building permits 
based on the case at Tyresö municipality, and suggest recommendations for optimizing the 
processing time. However, the recommendations also raise new questions why further studies 
are needed.  
 
 

1.2 Problem description  

 
Time is one of the key factors in the urban development process and in construction projects. 
According to PBL environmental, economical and social aspects are considerable in urban 
development and consequently also for the building permit process. 
 
Frequently, the participants in a construction project try to avoid time overrun from project 
plan offset. It is always a challenge for construction project owners to arrange their work 
according to time plan. The prolongation of reviewing building permit is the cause of delay in 
early planning phase. Some times during the building permit phase the owner force to change 
the design and scope of the project to obtain the work permit. Delay in making decision and 



 

 

approval the change by the owner and communication with municipality leads to delay from 
time plan in project. (Chan & Kumaraswamy 1997) 
 
By increasing demands in developing more residential housings, all partners in the 
construction project should try to make the processing time shorter. It encourages potential 
investors to build more. Thus, a proper analysis about different impact factors of long 
processing time in permit stage can support both municipality and project owner to avoid 
delay in construction project.   
 
A report on building permits in different municipalities show that there is critics about long 
processing time for permit cases in most of the municipalities in Sweden. Therefore a proper 
investigation needed in this subject. (Burström, 2011) 
 
 

1.3 Purpose 

 

This study looks into building permit process and analyzes different factors, which influence 
processing time. It can support both authority and construction project participants to be 
aware about reasons behind the prolongation of the processing time in permit phase. This 
awareness helps municipality and project owner to contribute for minimizing negative 
impacts to project time plan. Indeed they can save more time by preparing better strategy to 
deal with building permit. Long processing time in issuance of building permit is a common 
problem in many municipalities that project owners complain about it but there are a few 
studies about different factors behind this problem. This study help to provide a deeper and 
wider understanding about building permit process in Swedish context and important factor 
affected on processing time. It also tries to introduce a new insight for managing a 
governmental organization. It is clarify the relationship between municipal authorities and 
construction project participant and explain how the communication between authorities and 
project owner is important in this area.    
 
Objective of this report is: 
  

• Clearing and introducing the factors that make a permit process longer.  
• Giving suggestion to how can minimize the negative impact and optimize the 

processing time.   
 

This master thesis tries to answer the following questions: 
How can optimize the processing time in reviewing the building permit cases in municipality? 
 
To answer this question these sub questions has been investigated: 
 

1. Which are the influential factors on processing time in the permitting phase?  
2. What construction project characteristics make the permit process longer? 
3. How can the municipality and the construction project participants contribute to 

minimize the influential factors on processing time? 
 



 

 

This study is based on a single case, Tyresö municipality. However, the findings are important 
also for other municipalities. The study can thus provide a basis for various municipalities to 
pursue optimization of the permit processing time, and lead to practical improvements in the 
building permit process. 
 
 

1.4 Delimitations  

 

Most of the information is collected from Tyresö municipality archive. Although there are 
many different types of permit cases, the focus in this study has been on new residential 
projects. The processing time for other kind of permit cases, e.g building permit for 
infrastructure project or complex project like nuclear power construction have not been 
studied. 
 
Also, since the routines vary in different municipalities, the recommended improvement 
strategies may not be applicable for other municipalities.  



 

 

2. Methodology 
 
A research method is a kind of tool to solve the problem. It contains collection of rules or 
procedures. It plays several roles to guide researcher to reach the answer or suitable solution.   
 
Choosing different methods are needed to understand the actual problem. Therefore, an 
adequate control requires selecting a suitable method, which has the ability to reach to the 
conclusion. (Ghauri & Gronhaug 2005) 
 
 

2.1 Research approach 

 
In a scientific study, there are various approaches to a different scientific research. Scientific 
approaches are selected with a special consideration to the research area and subject. Two 
kinds of research approaches, which researcher can draw a conclusion are: Induction which is 
based on empirical evidence. When researcher draws a general conclusion from empirical 
data and observation it is called an induction research. This research process starts with 
observations, and after finding phase within existing knowledge, goes to theory building. 
Indeed theory is an outcome of this research. Most of the time induction research associates 
with qualitative research method and the focus is on the consequence of a theory.  (Ghauri & 
Gronhaug 2005) The other research approach is Deduction which is based on logical 
evidence. The general Conclusion draws from reality and logical reasoning through induction 
research. Hypothesis comes first from the existing knowledge and influence on the rest of the 
research process. The researcher should present hypothesis to show how information can be 
collected to test the hypothesis. This type of research often associates with quantitative 
method. (Ghauri & Gronhaug 2005) 
 
According to Ghauri & Gronhaug (2005) most of the researchers use both approaches in their 
research and believe that process of these two are not exclusive from each other. Since both 
qualitative and quantitative data has been used in this study, so both deduction and induction 
research methods helped to draw the final conclusion. 
 
Observe different facts from old cases, previous statistics and reports in Tyresö archive helped 
to clarify the current situation of building permit cases in Tyresö. It helped to draw a 
hypothesis that Tyresö municipality has a long processing time for building permit cases. This 
conclusion was drawn through using induction research approach. By comparing Tyresö with 
other municipalities in Sweden through deduction research the hypothesis of long processing 
time in Tyresö was confirmed. 



 

 

2.2 Data collection  

 

The main purpose of the study is producing new insight and knowledge to existing knowledge 
in particular subject. It is obvious that by doing research, researcher help to improve specific 
research area. Collecting data is part of the research process, and it also needs to be analyzed 
and interpreted. (Ghauri & Gronhaug 2005) All information and data in any study are two 
types:  
 

• Primary data  
• Secondary data  

 
The data and information, which collect by the researcher is primary data. This kind of data 
normally includes observations, experiments, surveys and interviews. They specified for 
particular research in hand and therefore, they are more consistencies to research question and 
research objectives. (Ghauri & Gronhaug 2005) 
 
The data and information, which have collected by others, is secondary data. Maybe the 
purpose of collecting information in others research was not the same as research in hand, but 
still can use them as a part of the information. Often secondary data uses in the literature 
review. Nearly each research starts with using secondary data and analyzes them; they are 
useful for understanding and explaining research problem. Indeed all data from books, 
articles, and reports are type of secondary data. The need of interpretation and checking the 
reliability of data is very important in using secondary data. When this kind of data is used, it 
is extremely crucial to control the suitability of information to be matched with the purpose of 
research.  (Ghauri & Gronhaug 2005) 
 
The data and information, which needed for this research, are both primary and secondary 
data. They are collected from different surveys, reports, and interviews with the participants 
in the research area.  Looking into distinct current routines within municipality organization 
helped to analyze the collected data. The secondary data was collected from different existing 
reports, surveys and statistics in Tyresö municipality archive. For various analyzing stages 
applied secondary data from PBL and other municipality websites.  By looking into several 
municipality websites and comparing them to the study case, weaknesses and strengths of the 
existing routines in Tyresö municipality appears. The used primary data collected from 
different interviews with municipality personals and project managers of construction project. 
 
 

2.3 Qualitative & quantitative methods 

 
There are two main types for the collection of data in scientific research. They are qualitative 
and quantitative methods. Quantitative method collects information by encoding them to 
numbers, but qualitative method collects data in the form of words. (Jacobsen, 2002).  
Quantitative method uses more statics, mathematics, tables and diagrams; and has rather 
distinct guideline. In this method researcher can investigate several units, but it is not possible 
to comprehend deeper in research problem.  Qualitative method collects information through 



 

 

interviews, or observations. These kinds of data are systematically analyzed, and interpreted. 
There is more possibility to study qualitative methods deeper than the quantitative methods; 
but it needs more resources. (Jacobsen, 2002). Both types of quantitative and qualitative data 
are used in this study. In the case of Tyresö municipality, understanding the current situation, 
their process and different configuration, the focus was more on qualitative data collection 
method.  For reviewing different cases quantitative data is used to draw a conclusion.  
 
 

2.4 Techniques  

 
Gathering data and information are the main part of the research, and it would be done by 
different scientific techniques and methods. This is researcher who decides about the suitable 
techniques for the research. It is necessary to select useful methods, which can give the best 
result for the study. Those different methods which have been used in this study are as follow: 
 

• Case study: “Case study is a description of a management situation.” Case study 
involves a data collection from multiple sources; such as:  interviews, observations, 
and verbal reports as the primary data. When the variables and concepts under study 
are difficult to quantify, case study can help the researcher. Often this approach uses in 
exploratory research. By analyzing the case studies, different specific valid concept in 
the research area are determined. The case study often used when a single organization 
is considered and the researcher wants to identify different factors from behavior of an 
organization. (Ghauri & Gronhaug 2005) 

 
In order to find relevant data and carry out information needed to analyze the permit process; 
the previous permit processing cases from Tyresö municipality are studied. In addition, an 
investigation about projects owners’ action in permit stage is done during the case study. 
Studying cases with long reviewing time can help to identify influential factors on processing 
time.  
 

• Interview: There are two kinds of interviews:  Structured and unstructured. A 
structured interview is and has specific respondent category; and it combines with 
quantitative measurements, for example, a survey is a structured interview. In a 
structured interview can arrange the answers and quantify the results. (Ghauri & 
Gronhaug 2005) An unstructured interview is like an open discussion, and is often 
carried out in face-to-face bases. In an unstructured interview the respondent has a full 
liberty in behavior, opinion and reaction. (Ghauri & Gronhaug 2005). The interview 
questions and answers are not systematic, and interviewer just records the answer and 
analyzes them later.  An unstructured interview is often time consuming; and it 
depends on both respondent, and interviewer’s engagement. (Bell 2000) Another 
method of research is semi-structured interviews. In a semi-structured interview the 
sample sizes, issues, people to be interviewed, and questions to be asked have been 
determined from the beginning. In every interview obtaining a useful source of 
information, and gaining insight requires a real interaction between interviewer and 
respondent. (Ghauri & Gronhaug 2005) 

 
This study covers seven semi-structured interviews with officers responsible for the building 
permit department in Tyresö municipality. In addition, two unstructured interviews had been 



 

 

done with; two project manager of two construction entrepreneurs, whom have had a building, 
permit case in Tyresö municipality. JM and BESQAB are the construction entrepreneurs that 
have been interviewed.   
 

• Historical review: A historical review is helpful for understanding the current 
situation and planning for the future. A researcher can gain valuable information 
through various past reports, existing data, or talking with people. (Ghauri & 
Gronhaug 2005) Historical reviews are essential in this research to check previous 
information and data, and analyze distinguished situations which happened in the past. 

 
Several causes that are factors to consuming time in building permit cases are clarified from 
the historical reviews.  
 
A survey, which has been done by Utrednings-och Statiskkontoret AB on behalf of 
bygglovalliansen, has been used to study historical information about processing time for 
permit cases in Tyresö municipality. Bygglovsaliansen is a group of municipalities in 
Stockholm region; whom co-operate with each other to improve building permit process and 
application. Tyresö municipality is one of the group members in Bygglovalliansen. They have 
distributed questionnaires among Tyresö public and asked about building permit section and 
their case reviewing time. The survey has been done by a professional institute, and the 
questionnaires format was suitable into the study area.  Therefore, the survey was reliable to 
use in this study.  
 
Furthermore, another report, which has done by Näringslivets Regelnämnd, has been used as 
a historical review. The report is about issuing a building permit in various municipalities, in 
Sweden. In the report, a comparison was done between building permit processing time in 
several municipalities. The report has been used for comparing Tyresö municipality with 
other municipalities around Sweden.  
 
 
 

2.5 Implementation  

 
The study is done in five steps. 
 
1. The first step was going through different routines and laws in building permit processes. 

Different rules in PBL are studied and tried; to investigate about the process of issuing a 
building permit, and existing concepts in building permit area. 

 
2. The second step study was the reviewing time of permit cases for new residential project 

from 2011. Cases with longer reviewing time than normal specified and clarified 
influential factors and reasons behind the prolongation. (See appendix 1, 2) 
 

3. The thirds step was founding different report and survey, which have been done by 
different authorities from 2009-2011. They all have information about handling of 
building permit cases in Tyresö municipality, or other municipalities around Sweden. 
These data help to figure out the current situation of Tyresö municipality and compare it 
with other municipalities. (See appendix 3, 4, 5, 6, 7,8) 



 

 

 
4. The fourth step was doing nine interviews which have been done to clarify different views 

of participated people in the construction project. Seven responsible officers from building 
permit department in Tyresö municipality, and two project managers from two different 
construction entrepreneurs (PEAB and JM) has been interviewed. Their point of view 
helped to draw the conclusion of this study.(See appendix 9, 10)   

 
5.  The last step was an investigation between other municipality’s websites. Especially, 

those who have shorter processing time for building permit to suggest relevant solutions; 
for improving the current situation in Tyresö municipality. 

 
 
 

2.6 Validity and reliability  

 

The method a researcher uses collecting data, could critically evaluate and checks how 
reliable and valid are the information. If a particular issue is measure, or describe as it 
suppose to; it is a content of validity. (Bell 2000). For drawing a credible conclusion, the 
information of the study should be valid. Indeed, validity refers to the degree of study’s 
reality. It reflects the particular concept a researcher wants to measure during the study. (Bell 
2000). Reliability is a measure of extent, when a procedure gives the same result at the 
different time under different occasion. A test is reliable if we achieve to the same result 
repeatedly. It is not relevant which method the researcher has chosen for the study. It should 
be critical to ensure the reliability of the research. (Bell 2000) 
 
This study has tried to be based on valid information and be as close as possible to the truth. 
During the interviews with people from the municipality and construction companies, some 
protocols were prepared to conserve all relevant information and minimize the loss of 
empirical data. All of the reports and surveys used in this study are from valid institutes, and 
have done by professional experts. Therefore, all of the data and information used in this 
study are relevant, and reliable. 



 

 

3. Theoretical background  
 
This chapter explains different scientific terms and subjects, which affect the study. The 
theory chapter is the base for analyze and conclusion part. Since, the main study area was 
within a municipal organization and the process of a building permit; therefore, proper 
understandings of the municipal terms are needed. 
 
 
 

3.1Organizational structure 

 
The organizational structure describes the establishment of an organization, and how the 
advisory board resembles. In a conventional organization structure there is a divided decision 
making role between employees in the organization.  All tasks are divided between different 
groups in different departments, to support coordination between duties and distribution of 
authorities. Distribution of authorities mean: who have the right to decide about different task 
and situations, who are the different participants in the management groups, and who should 
have the role to co-ordinate, administrate, and control the organization. In formal 
organization, employees can have freedom in their duty restriction or limited one. However, 
there is a framework with task division for organizational structure and it is designed to 
support the organizational strategy and vision. (Jacobson & Thorsvik 2008) 
 
According to Jacobson and Thorsvik, (2008) a structured organization has three general 
effects on organization’s behavior: 
 

• Focus: In a formal structured organization, the manager determines about the area that 
organization’s member should focus. Therefore, every actor knows about the job that 
he/she should execute. It is a fact of existing task division. Task division means, every 
individual employed within an organization; have their own task. By task division, the 
job that everybody has to carry out is limited. It increases the possibility to 
specialization. (Jacobson & Thorsvik 2008) 

 
• Co-ordination: The task of different individuals in the organizational structure is 

coordinated. Having sets of procedures, and rules it increases the similarity of work; 
which has been done by different group of actors, and they act as a united group in an 
organization. By coordinating tasks using defined routines and policies, people can 
work more efficient as a group. . (Jacobson & Thorsvik 2008) 

  
• Stability:  People who work in a formal structured organization have fixed tasks and 

duties. It drives people to do their job according to the determined manner. Therefore, 
stability and regularity creates within an organization. (Jacobson & Thorsvik 2008) 

 
The type of organization depends on power distribution within the organization. If the 
organization is centralized, decision making is on leadership level. How the authority for 
distribution is in centralized organization; is depended on, what kind of decisions should be 



 

 

made; and in which level of authority within the organization it should be taken. If the higher 
management makes all the decisions, it is extremely centralized. 
  
In a decentralized organization, there are several individuals responsible for making decisions. 
Decentralized organizations rely on a team environment at different levels.  (Jacobson & 
Thorsvik 2008) 
 
There are advantages and disadvantages to both centralized and decentralized organizations. 
In centralized organization, there is a clear leadership indication and personnel policy; in 
which manner it makes the organization activities predictable. Since all the ability does not lie 
within the leadership level, it may cause the lack of information within the authority level. 
Moreover, the risk of low level of motivation and lower responsible feeling in subordinate can 
happen in centralized organization. In a decentralized organization can make use of 
knowledge which exist in subordinate part and there is more knowledge flexibility. Although, 
strength responsibility in a decentralized organization, but there is a risk, that subordinate 
realizes a target rather than organization’s main goal. (Jacobson & Thorsvik 2008) 
 
 
 

3.2 What is Process? 

 
It is obvious that complex services are realized easier in a form of processes.  For optimizing 
and developing any organization activities, a suitable understanding about current process 
work in the organization is essential. 
 
According to Bergman & Klefsjö (2001) a process is a network of activities, which repeated 
under the time whose purpose is to create value for internal or external customer. There are 
lots of repeated features in an organization, which can call them process. In fact, sequences 
independent and linked procedures, which follow a certain goal, make process. The suitable 
way for defining a process is to clarify which characters it has. A process begins with a 
starting point and finishes to the end point. It has a customer and supplier. Also, it includes 
network and input activities and produces a result. It repeats continuously. The result can be a 
product or a service. By focus to a process, attention move from outcome to activity chain, 
which make the outcome. When the study of process is in focus, the crucial question is, how 
the result produce, instead of who does what. Further, focus on process, creates better 
possibility to achieve a common vision within organization. Because when the focus is on 
process, it is clearer, how different organization member contributes to reach the result. 
(Bergman & Klefsjö 2001) 
 
By studying process of an organization, the main focus would be on the real activities within 
the organization, and not to the function, which create the job. Main process describes 
activities of organization, which created according to customer need. The selection of main 
processes is depending on company’s goal, vision, and strategy and business idea. (Bergman 
& Klefsjö 2001) 



 

 

3.3 Buildings permit process 

 
Municipality can protect the interest of individuals and the community through buildings 
permit. Buildings permit process has different steps. The basic buildings permit process is the 
same in different municipalities, but some routines and proxies are specialized according to 
municipal guideline. 
  
The model below shows the building permission process in three municipalities in Sweden 
(Gävle, Stockholm and Botkyrka). The figure shows the different steps of customer request 
management in building permits department. ( Zdravkovic och Östman, 2008)  

 

 
Figure 3.1 building permit process according to (Zdravkovic och Östman, 2008) 

 
 
 

According to the model, after receiving the customer request by municipality they should 
investigate about regulation and characteristic of the building area. If the request were 
according to the detailed zoning plan, building committee would start to assess the request. 
(Zdravkovic och Östman, 2008) The request for building permit should be written and 
include, specific drawings and description which are essential to assess a building case.  
 
 
 

3.4 Definition of some active terms in building permits process 

 
There is different term and expression in any professional occupation. It is necessary to know 
the definition of them, to understand different stages of building permit process.  
 
 

3.4.1 Building and Planning Board (Boverket)  
 
Building and planning board/Boverket is the central administrative authority, concerning 
management of land and water, built environment, physical planning and construction project. 
All rules and regulations concerning to construction project approved by Building and 
planning board/Boverket. The authority works on behalf of the government and parliament. 



 

 

BPB/Boverket is also responsible for the central administration of government housing 
assistance, in the form of grants to fund housing, various energy support and grants to non-
governmental cultural facilities and community centers. (Boverkets website) 
 
 

3.4.2 County Administrative Board (Länsstyrelse)  
 
County administrative board is a governmental representative and a regional authority that 
responsible for overseeing the planning and building services in the county and collaborates 
with the municipalities in their planning. Accordance to 12 chap § 1, in PBL the County 
Administrative Board/Länsstyrelse shall verify municipality's decision. All appeal about 
municipality decision should send to CAB/Länsstyrelse. (Kalbro, & Lindgren 2010). 
 
 

3.4.3 Municipality (Kommun)  
 
Municipality in Sweden is a self-governance unit, which is a cornerstone of the public sector. 
The concept of local self-government is defined as a municipality, and must have both the 
right and the ability to self-determine their affairs. This means those municipalities; 
themselves decide about public affairs, how to manage their tasks and how resources should 
distribute over the municipality region. Municipality is an administrative local authority, who 
have a central role and a strong influence on the planning and construction project and 
responsible for building permit review. This is municipality who manages all land 
development by allowing the establishment of exhibit and adopts Master Plan /översiktsplan , 
Detailed Zoning Plan/detaljplan and Area Provisions/områdesbestämmelser. 
(Bostadsutskottets betänkande 2001/02) 
 
 

3.4.4 City Council Group (Kommunfullmäktige)  
 
The highest political decision-maker body in the municipality is the city council group/ 
Kommunfullmäktige. In Sweden, people select the city council 
members/Kommunfullmäktige by an election every four years. They belong to different 
political parties and decide about principal questions and those subjects, which are 
indispensable for municipality, e.g. goal and guideline of municipality operation, budget for 
different departments and taxes. There are several committees in each municipality. 
CCG/Kommunfullmäktige selects leading member and the deputy of the leading member in 
each committee.  
 
 

3.4.5 Building Planning Committee (Byggnadsnämnd) 
 
Building planning Committee/Byggnadsnämnd is a group of municipality personal who are 
responsible about construction cases in municipality region. They carry out certain tasks 
according to PBL regulation e.g. building permit, permission to demolish, permits to 



 

 

considerable earthworks and prior answer about building permit /förhandsbesked are some of 
the committee’s tasks. Some of these decisions take by the officer in the municipality 
according to municipal guideline. Committee even is responsible for different planning, e.g. 
planning for land use. (Boverket hemsida, PBL kunskapsbank) 
 
 

3.4.6 Building Permit Union (Bygglovsenhet) 
 
A municipality contains of different departments; and each department has several different 
unions. Buildings permit union is one of the urban and planning department’s unions. 
Buildings union has responsibility to handle all cases about construction project in the 
municipality area. (PBL 12 kap 1§ och 2§ ) 
 
 

3.4.7 Pre Consultation (byggrådgivning) 
 
The applicant of a building permit can arrange a meeting with an expert in municipality to 
consult the construction work according to municipality conditions. They can explain about 
design phase and the expert within municipality guides them about different issues like 
inspection, supervision, and other controls that are necessary to the building. They check if 
the proposal meets all the demand from municipal perspective.  
After the buildings permit is granted to the applicant, a consultation with the municipality 
expert is imperative to continue the construction project; but before that it is optional and it is 
called pre-consultation. ( Eriksson 2000) 
  
 

3.4.8 Control manager (Kvalitetsansvarig) 
 
Sometime ordinary citizen applies for a building permit. Since the project owner does not 
have enough knowledge and experience about construction project, a control manager should 
be nominated to control all requirements from municipality. Their mission is to monitor the 
construction work, so it is comply with all the standards. (Eriksson 2000) 
 
 
 

3.5 Planning and Building Laws (PBL) 

One of the main law books that should review properly during buildings permit cases is Plan 
och Bygglagen (PBL), which is a set of rules for management of planning and building. PBL 
includes regulation and provisions of constructions’ soil and water. PBL entered into force on 
1 July 1987. It emphasizes the role of the master plan/översiktsplan and other urban planning. 
According to PBL, the purpose of provision is to promote a community development with 
suitable and equal social living condition and a sustainable living environment for all citizens.  
PBL include 16 chapters with a collection of rules for any detail building work. Chapter 9 of 
this book is specialized to permit process.  A clear understanding about other rules in other 

http://innopac.lib.kth.se/search~S10*swe?/aKosunen+Eriksson%2C+K./akosunen+eriksson+k/-3,-1,0,B/browse
http://innopac.lib.kth.se/search~S10*swe?/aKosunen+Eriksson%2C+K./akosunen+eriksson+k/-3,-1,0,B/browse


 

 

chapters in PBL is essential to review a buildings permit case. Therefore, the responsible 
officer in municipality should have a complete overview of PBL book. (Bostadsutskottets 
betänkande 2001/02) 
 
After 2 may 2011, a new version of PBL made in to force and have to been following by the 
responsible officers in permit department in all municipalities in Sweden. There are different 
resource plans in each municipality which should control over reviewing a permit case.  
 
 
 

3.6 PBL different resource plane 

• Detail zoning plan (Detaljplan) 
• Real estate plan (Fastighetsplan) 
• Master plan (Översiktsplan)  
• Area provision (Områdesbestämmelse) 

 
Detailed zoning plan (detaljplan) uses to regulate the rights and obligations between 
landowners and the community. It must always have a certain minimum content but it is not 
to be more detailed than it is necessary. Rules about detailed zoning plan are in capital 5 of 
PBL. In fact, the detailed zoning plan is a method to regulate, use and design of land and 
creates insight for the property owner, public and authority. It also gives suitable principle and 
presumption to review the building permit. It is an indication of public regulation. Building 
committee try to limit the negative influence on the environment by some codes in the 
detailed zoning plan. Moreover, it can denote as neighboring law relationship. Although, a 
detailed zoning plan can certainly limit the possibility to construct, but it gives predictability 
and protection for the property owner. (Kalbro & Lindgren 2010) 
 
Various questions can find their answers in the detailed zoning plan; questions like, Where to 
build? What type of grounding and constructing land to use for building height, and design? 
What are the maximum allowed levels of development in certain places? And what is the 
maximum constructing volume such as area, structure height, number of floors, and 
permissible use of the building? 
 
Detailed zoning plan is a key term in building permit cases. Some applicants ask to build a 
construction, which does not have the equal characteristic as designated in the detailed zoning 
plan. In these cases, review of the case is different with the others. Some requested would be 
reject because of the violation from detailed zoning plan. Municipality decides about the 
validity of the detailed zoning plan, and it varies from 5 to 15 years. 
 
 

3.7 Different PBL permissions 

• Reviewing the buildings permit/Förhandsbesked. 
• Buildings permit (Bygglov).  
• Demolishing permit (Rivningslov).  
• Property works permit (Marklov).  



 

 

• Buildings notification (Bygganmälan).  
 
 

3.7.1 Pre-reviewing the buildings permit (Förhandsbesked) 
 
A property owner who owns a land that is neither in detailed zoning plan /detaljplan, or nor in 
the area provision/ områdesbestämmelser can seek for reviewing for buildings permit (9cap 
17-18 § PBL). By pre-reviewing the application, the applicant has the opportunity to figure 
out if they can build on the proposed location, before they apply for an actual buildings 
permit.  The basic idea for pre-reviewing the buildings permit is to test the possibility of 
issuing a permit for the property, which is out of a detailed zoning plan. In comparison with 
an actual buildings permit pre-reviewing the buildings permit requires less complex 
documents.  A pre-review can even be necessary in cases which are in detailed zoning plan 
but have difficulties in interpretation of the detailed zoning plan condition. (Kalbro, & 
Lindgren 2010) 
 
 

3.7.2 Buildings permit (Bygglov) 
  
A building permit is a document issued by building planning department in the municipality, 
to ensure the construction project is according to current laws and regulations. Indeed, 
building permit should be issued to ensure the construction projects are safe and suitable to 
the environment. (9 cap. 2-8§ PBL) 
 
According to the PBL, a property owner should apply for a building permit in variety of 
occasions. Such as: 
 

• Executing a new construction project. 
• Making any extension to an existing building, it can be any kind of additional work 

that extends the building’s volume. 
• Changing the use of a building to another purpose. 
• Changing the inside walls when they are bearing them. 
• Building fences. 
• Changing the color and material of the buildings' façade, roofing materials, or making 

any modifications; this so ever, affects the external appearance such as window 
replacement. 

 
According to the new PBL, building committee should make a decision within ten weeks to 
issue a buildings permit; upon obtaining complete documents for permit request. (Kalbro. & 
Lindgren 2010). If the permit request is within detailed zoning plan, building permit should 
have four presumptions to approve, as listed below: 
 

• Request according to the detailed zoning plan.  
• Valid execution time for the detailed zoning plan.  
• Approved external configuration, or formation for the building place, its suitability to 

the environment, and to the intended purpose. 



 

 

• Existing property or building should lie on the detailed zoning plan. (Kalbro & 
Lindgren 2010) 

 
If there is a small deviation from detailed zoning plan in the proposed request, it can be 
accepted according to PBL. The small deviation can determine by the building 
committee/byggnadsnämnd in the municipality. (Kalbro & Lindgren 2010)  
 
As it mentioned above, in various construction project need a buildings permit. The required 
documents are reliant to the type of each case. The general documents required from all 
municipalities in Sweden to review a new residential case, are as listed below: 
 

• Locating plan/situationsplan: This is a topographical drawing which shows the 
location site of future construction in the area it called new building 
map/nybyggnadskarta.  

• Professional scaled plan, façade and segment drawing of the future construction. All 
information needed to check and review the case should include in drawings, such as, 
building different requested measures, etc.  

• Application form.   
• Ground planning drawing/markplaneringsritning. 
• Control manager /kvalitetsansvarig: The responsibility of control manager is to assist 

the developer with knowledge, and ensures to execute the building according to given 
building permit. It is their responsibility to be sure all documents are correct, and 
everything is in the right manner. 

 
In each municipality there are some proxy and routines for permit application, which should 
follow by applicant.  
 
 

3.7.3 Demolishing permit (Rivningslov)  
 
According to the PBL, to demolish a constructional building an applicant should apply for 
demolishing permit. At no time or circumstances demolishing permit be issued for cultural, or 
historical construction and buildings. (9 cap.10§ PBL) For constructional buildings that do not 
require a buildings permit, a demolishing permit is not required either. (9 cap.10§ PBL) 
 
 

3.7.4 Property work permit (Marklov)  
 
Carrying out some land work that changes the topography requires a property work permit. 
According to the PBL, acts such as excavations, explosions, forestation, and tree diminishing 
requires property work permit. For issuing property work permit, it makes different if the 
work would be carried out in the detailed zoning plan area or out of it. (9 cap.11§ PBL) 
 
 
 
 



 

 

3.8 Communication 

In a daily life of people, communication plays a vital role in human evolution. People transfer 
their knowledge and information by communicating to one another. By an appropriate 
communication strategy, the massage receives by the recipient; is the same as the massage 
send by the sender. 
 
“Communication can be viewed as a metaphorical pipeline along which information is 
transferred from one person to another”. It is the vitality to any human interaction system, as 
without it no meaningful or coherent activity can take place”. (Dainty& MOOR& Murray 
2006) 
 
There are different methods of communication that people constantly use in their daily life. 
Basically, the communication form can be divided to three various forms. 
 

• Oral communication: The most use of a communication form is oral communication. 
It can vary to different forms like a little discussion about a certain subject between 
colleagues, or a formal meeting in an organization. 

 
• Written communication: The written communication is used when people want to see 

detailed information, such as, figures and facts. Written communication is often used 
when important document or information should be transferred to stakeholders. In 
written communication, it is easy to refer to given information. The form of written 
communication can vary, for example: emails, letters, contracts, websites, reports and 
etc.  

 
• Body language: The oral and written communications are verbal communication, but 

there is none verbal communication as well called the body language. It plays a crucial 
role in transferring information. Different body movements, such as, smile, gestures, 
and even the way of looking can send a message to the recipient and have an influence 
for them to receive the right information.  (Dainty& MOOR& Murray 2006) 

 
 

3.8.1 Communication strategy 
 
Communication strategy formulates how to communicate according to management visions, 
and requirements; to gain the successful outcome from the project. It means explaining how 
the group member should network and participate for doing the project. To formulate an 
appropriate communication strategy; the focus should be on analyzing the requirements to 
reach the goal, receiving information effectively, and studying different barriers that can 
emerge during the communication. Indeed, communication strategy is the best way that 
recipient can get the message from the sender. Project manager can use different tools to 
design a clear communication strategy to obtain feedback, and reflections from the massage 
receivers. (Dainty& MOOR & Murray 2006) 
 
Several aspects should be reviewed in order to design a communication strategy. They are 
listed as:  
 



 

 

• The way of communication in the past and study about how effective was it. 
• The person with whom want to communicate.  
• The information that we want to spread out. 
• The concept of the massage. 
• The tools that can help sending the massage in the best way. 
• The channel to receive feedback, and be certain that recipient will receive the correct 

massage. 
 
It is preferable to prepare a communication strategy in a group. Every participant has a 
different idea and perspective over a subject. By influencing the group ideas, it can design a 
better communication strategy, and draw more reliable conclusion; that also has a proper 
control over the communication. (Dainty& MOOR & Murray 2006) 
 
 

3.9 Total quality management  

The total quality management is both the philosophy and the guiding principles. It represents 
the foundation of continuous improvement in an organization. The focus of TQM is routine 
involvement and participating organization member in quality improvement. Indeed TQM 
helps to continuously improving of performance in every level of work. In this management 
style, learning process is never stopping. In TQM, the problem defines systematically, and it 
observes and studies different causes of a problem occurrence. (Rampersad 2001) 
 
According to Slack (2009) different steps in TQM are: 
 

• Defining the problem  
• Observing it  
• Determining its caused root  
• Taking an action  
• Checking the effectiveness of the action  
• Calibrating the solution  
• Evaluating  the process 
 

TQM is working well for manufacturing and service organization like municipality and 
generally means improvement of work, process, and organization’s member. (Rampersad 
2001) 
 
 

3.9.1 Deming wheel  
 
Since the focus of TQM is quality improvement, using Deming cycle helps this improvement. 
According to Deming cycle, effective quality improvement is based on four phases. 
 

• Plan: Define the problem and the reason behind it. Prepare action plan for solving 
the problem.  Determine the quality objectives and critical success factor.  Perform 
and analyze the process data. Then, find possible solution and select the most 
proper solution.  



 

 

• Do: Implement the plan.  Collect the necessary data and train organization member 
to use quality improvement method, and describe the new process.  

• Check: Evaluate the new process continuously with performance indicators, and 
check if the new performance is successful or not.  

• Act: Implement the tested improvement. In this phase there are three options as 
follow: 1.Use the new plan, 2. Adjust or reject it, 3. Improvement. 
 

Usually this cycle repeats under different circumstances. (Rampersad 2001) 
 
 
 

 
 
 

 

3.10 Service Guarantee 

“ A service guarantee is an explicit commitment to the customer concerning all or part of the 
service process, generally including compensation for the customer if the commitment is not 
honored”( Fabien 2005) 
 
There is a formal commitment within organizations member when a service guarantee use. It 
determines the customer expectations on a regular lever. Also, a guarantee defines specific 
service standards efficiency and effectiveness of its service process. By a guarantee support, 
employees have a same performance level with costumer’s expectations and continually help 
to improve internal process. Another advantage is, by having a guarantee employees have a 
better understanding about their role in “service chain”.  It is also attracting new costumer. 
(Fabienn 2005) 
 



 

 

In the other side by specific promise, employees have some pressure, especially if they are not 
adequately prepared. Another negative point is when service provision systems have not been 
adequately reviewed and can cause to major problems. If a promise would be difficult to keep 
the employee disillusioned and this maybe destroy the relation between costumer and 
employee. (Fabienn 2005) 

 
Fabian 2005 believes a good service guarantee should be offered: 
 

• “unconditionally, without excuses  
• in the case of service failure; 
• transparent; 
• credible, with a high perceived value; 
• focused on key features of the service; 
• supported by significant compensation to the customer; 
• easy to understand and communicate; 
• easy for customers to invoke; 
• easy to implement”  



 

 

4. Empirical perspective 
 
This chapter described the organization and building permit process of Tyresö municipality. A 
comparison has been done between Tyresö building permit union and other municipalities. 
The result of interviews with Tyresö personnel and professional building company, and 
information from Tyresö annual report and statistics; has been used to analyze and clarify the 
current situation of Tyresö. 
 
 
 

4.1 Tyresö municipality organization  

Tyresö is one of the municipalities in Stockholm County and lies in south east part of the 
Stockholm. The total area of Tyresö is 72 km² and have almost 45 000 for population. 
 
Tyresö municipality organization is divided to four administration department and one service 
office that manages the municipalities’ activities. The different administration departments in 
Tyresö municipality are:   
 

• Department for children and education. 
• Department for urban planning and building. 
• Department for social services. 
• Department for developments.  

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 4.1Tyresö municipality organization diagram (Tyresö website) 
 

 
The government and parliament decide about municipalities’ responsibility area. Rules and 
regulations related to the municipality are available in the Local Government Act. (1991:900) 
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The department for urban planning and building is an administrative department.  The 
department has the overall responsibility for planning, design, and control of construction 
projects in the area. This department includes different unions, and each union has their own 
liability. Building permit union is one of the most operative unions’ in the department. The 
diagram below shows different unions for the Urban Planning and Building department, and 
its responsibility area. 
 
The responsibility area of this department is all actions about water and sewer, streets and 
roads, parks, land area, physical plans, building permits, mapping and measuring, 
development, traffic and environment. Managing the municipality's local maintenance, 
installation, maintenance of land are also the municipality responsibilities. 

 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

Figure 4.2 building Planning and Building department organization in Tyresö municipality  
 
 
The main focus of this study is in Building Permit union and their responsibility to assess the 
building permit request. 
 
Building permit union in Tyresö municipality includes eleven officers who try to carry out the 
works. The Manager is responsible for the unit and is one of the members of the building 
committee/byggnämnden in Tyresö municipality. There are six officers who work about 
issuing the permit for building. One senior officer is responsible for supervision, control and 
consultation. Three coordinators have the responsibility for administration and coordination in 
the unit.  
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4.2 Buildings permit process in Tyresö municipality  

A buildings permit process can specify in seven phases.  According to the information 
collected from Stockholm municipality’s website, before sending the application to request a 
buildings permit, several preparations are required. The process is displayed in the diagram 
below. 

 
 
According to the Tyresö municipality’s website, a request for buildings permit starts with 
ordering the essential maps from Assessment and plan union in Urban Planning department. 
The map that order from this unit is location plan/Nybyggnadskarta. Location plan is an 
essential document for the municipalities buildings permit department to have before they can 
issue the permit. It specifies the current position and state of the property. 
 
There are some acts that do not require a building permit; this gives the applicant the prospect 
of a consultation, before they start the buildings permit process.  Consultation will help the 
applicant to find out if there is a requirement for a permit, and the necessary documents for it. 
The officers of the Tyresö municipality recommend this consultation before starting the 
permit process. They believe it helps in preparing the right documents and hence reduce 
processing time.   
  
The location plan document is called ”new construction map”/Nybyggnadskarta. All 
applicants in Tyresö municipality can order the document online.  There are three types to this 
document: 
 

• Full new construction map - is requested, when applying for a new buildings 
permit to a construction project or a big extension to an existing construction.  
 

• Simplify new construction map - is requested, when the applicant wants to build a 
garage or a smaller extension to an existing construction. 
 

• Extract new construction map - is requested, when the applicant wants to build a 
very small extension to an existing construction.  

 
Preparing a location plan takes between 2-5 weeks from Assessment and plan unit. Therefore, 
when the applicant starts the application process for a building permit followed by, ordering a 
location plan; the permit processing time will be longer. Often, choosing an incorrect new 
construction map document is another content to time consumption throughout the permit 
process. 
  
The second step is to send required documents to the buildings permit union. In this step, the 
coordinators receive and register the documents in database.. The database system has been 



 

 

used in the Tyresö municipality for over 10 years, and it is rather restricted and old fashion 
database system.  
 
The coordinators check the application to assure that the form is not lacking any information, 
and the power of attorney is admitted; so they can proceed and address the case. Then 
responsible officer reviews the quality of the drawings, and considers whether the conditions 
for planning permission can be given. If the proposal is acceptable, but it is mentioned, that 
the obtained drawings are not sufficient to determine the application; the officer may request 
for additional drawings or documents. 
 
The process of a buildings permit is reliant to various components. Generally, the planned 
projects with complete and legible documents are processed much more quickly than projects 
with deviation from the detailed zoning plan/detaljplan and incomplete documents. Providing 
proper documentation and professional drawings and applying in the right time for getting 
permit are those critical factors that have directly influenced on reviewing time. 
 
In reviewing the cases, there should be special considerations about different environmental 
impacts, cultural values, geographical location, and neighbor’s opinion about proposal. In 
addition, building Committee should consider whether the proposal project is appropriate; 
based on individual and public interest. They should consider if this project is aesthetically 
suitable among other buildings in the area, and had designed with reference to the 
surroundings. All buildings permit process in Tyresö municipality shows as chart in appendix 
1.  
 
Each stage in processing for a building permit, from commencing stage to the decision 
making stage has the potential of time extension, and it is depending to several factors. 
 
Applying for a building permit needs several specific documents in starting time of the 
process. Applicants can contact the buildings planning union in the municipality, and have a 
consultation meeting about the construction project; before starting the permit process. During 
the meeting, they can determine which current plan provision/planbestämmelser is valid to 
their case. According to the municipality of Tyresös website, an application should include 
builder's proposal, control manager authorizing document, and documents required for 
determination on the start notification. Moreover, application forms and documents below are 
needed. 
 
 

• Site plan drawing, plan, facade and section drawings. 
• Control plan which is a document that shows what should check and by whom. 

 
The drawings shall have particular characters like defined scale; clear and legible on a white 
paper, preferably on A3 folded to A4. All measures should be clearly marked and 
dimensioned, including distance to neighborhood’s property. Often, lack of this information 
in the document is a cause to time extension during a case review.  
 
The Tyresö municipality, together with six other municipalities has made brochures with the 
example drawings for construction of new residential house; which are available in their 
website. Most of the time; in most cases there are a few missing documents, and the officer in 
charge should wait until the applicant will complete the required documents. Therefore, 



 

 

finding a suitable solution to give distinct information to the public about the quality of a 
document can reduce the processing time to a certain degree. 
 
 
 

4.3 Comparison among Tyresö municipality and other municipalities 
processing time  

According to new PBL, provided time for assessing a permit application is a maximum of ten 
weeks. The time may be extended for another ten weeks for complicated cases. Processing 
time begins when a building permit union receives a complete application. The complete 
application has complete documents, and is ready to review and get respond. Simple steps can 
go faster. It depends on how complicated is the case. If the request would not be according to 
a detailed zoning plan, or there would be any dissatisfy involved party; the time for review 
will be longer. 
 
According to a survey that has been done by”Industry and Commerce Governing Board”, 
there are considerable differences in processing time for permits cases. Processing time varies 
one to twelve weeks for the same type of cases between different municipalities. (NNR 2011) 
 
Tyresö municipality is one of the building permits alliance members. Building permits 
alliance is a group of municipalities in Stockholm region, which collaborate each other for 
improving building permit process. Investigation- and Statistical office AB – Sweco 
Eurofutures AB had done a survey on behalf of the building permits alliance, about different 
activities in building and planning union for each municipality’s member in building permits 
alliance. This survey is carried out every year during the months of Mars, and June since the 
year 2005. They have prepared professionally formulated questionnaires to recognize public’s 
opinion about buildings permit process. The survey shows a low level of public satisfaction 
for permit issuing processing time in the municipality of Tyresö.  
 
The diagram below shows the level of dissatisfaction from the public for buildings permit 
processing time in the municipality of Tyresö compare to other building permits alliance’s 
municipalities.  

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
Figure 4.3 the level of public’s dissatisfaction for building permit process time between building permits alliance’s 
municipalities 
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Tyresö municipality is a region with lots of residential area.  This study has restricted various 
cases for new residential home project that got buildings permit in 2011.  According to the 
municipality of Tyresö archive, there were 21 new residential housing cases which were 
assessed during the year 2011.Implies that in the year 2011 the processing time for new 
housing cases in the municipality of Tyresö were 10.32 weeks. Distribution of processing 
time in studied cases are different, and it varies in an interval between 2,5-25,4 weeks. See 
appendix 2. 
 
Diagram below shows the time distribution of the permit processing for the new residential 
housing cases on 2011 in the municipality of Tyresö. As the diagram shows, 19, 1% of cases 
had a processing time more than 20 weeks. Time register of these cases are before using the 
new PBL on May 2nd, 2011. According to the new PBL, municipalities have at least 20 
weeks after completing the documents to make a decision.   
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 Figure 4.3 Distribution of building permit processing time for new housing cases at the municipality of Tyresö in 2011 
 
 

To clarify the current situation in Tyresö municipality, a comparison is done between the 
municipality of Tyresö and other municipalities. 
 
The industry and commerce regulatory board committee (NNR) has done a survey. The 
subject of the survey is permit process in different municipalities around Sweden.  The NNR 
initiated project on regulatory reform at the local level. The focus of the project is processing 
time, service guarantees, and different tasks regarding to permit and inspection for a number 
of selected areas. One of the studied area is, building permit processing time in different 
municipalities. The NRR has done a web based survey and prepared some questionnaires; to 
figure out information about building permit process, and the required time for the process. 
They send the survey to 290 different municipalities around Sweden. Total of 99 
municipalities have answered the questionnaires. One of the NRR question was the estimated 
time for processing a building permit case by municipality’s responsible officer. According to 
their survey, the diagram below was presented. 

 
 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 4.4 processing time in building permit case in different municipalities ( NNR survey report 2011) 
 
 
The question concerning the processing time in NNR's survey was,”Determine how many 
weeks does a building permit case need to get respond after it is completed and is in valid 
detailed zoning plan/detaljplan an ordinary residential construction project?” As it shows in 
the diagram, 90% of studied municipalities believe, processing time for a building permit case 
can vary from 1-6 weeks; and just 10% of them believe it needs more than 6 weeks to process.  
 
By comparing the municipality of Tyresö processing time with other municipalities, it is 
determined the municipality of Tyresö has a quite long processing time in issuing a building 
permit. Hence, it is obvious this prolongation has negative effects. The consequences can lead 
to dissatisfaction of public, lower employment and lower revenue for the municipality 
Awareness about that can help to improve the operation in the municipality of Tyresö. 
 
Right now there are sex case reviewers in the municipality of Tyresö; who are responsible to 
handle the permit cases, and issue the building permit. By interviewing the municipality of 
Tyresös case reviewers, the relevant factors; which are reasons to the long processing time, 
are clarified.   The question has been formulated to obtain the case reviewers opinion of, how 
is the current situation for the municipalities processing time, and if there are contents of 
improvement to ease the process. 
 
 
 

4.4 Different stakeholders 

There are different stakeholders in building permit process.  
 
Applicant: An applicant can vary to a private person who applies for; build an additional part 
or a change to his existing house, or a company. Companies can divide to two types: 
professional construction companies, and private property owner who wants to build a 
construction. The variety of applicants and their needs is the cause to the variety of cases, and 
each case has their own characteristics.  
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Municipality: Since a municipality is a constitutional organization to keep the public interest 
in the society, it should have an overall prospect in preserving cultural, esthetical, historical 
points, and standard building codes in any constructional project. 
 
Neighbors: According to laws, the citizen’s right and freedom have to be respected. 
Therefore, in any constructional project, neighbors residing close to the construction area 
have the right to comment over the project. Municipality is obliged to consider the neighbors 
comments in issuing a permit. 
 
It is obvious, in any occupation, a proper collaboration between interested parties and 
stakeholders are needed to gain a better result. In the permit process, this collaboration is even 
more needed for saving more time. Since the process starts with applicant’s request, they 
should consider to the importance of their role in the process. An applicant starts the process 
by sending requests and documents. One of the reasons to most time wasting in issuing a 
permit is an incomplete document. Often, the municipality inquires the applicant for several 
times to complete the documents. Sending professional documents according to 
municipality’s request can make the process shorter, and the officer in municipality do not 
need to ask several times for completing them. If the applicant has a consultation before they 
start the permit process, and read the information from municipality’s website carefully, the 
risk of sending incomplete documents reduces in a great deal. 
 
In the other side, municipality can optimize the permit process and different routines and 
proxies within the organization; to reduce process time and get a better result. With proper 
continually communication with public especially unprofessional builders, they can avoid 
time waste a lot.   
 
 
 

4.5 Influential factors 

The analyze of interviews with municipality staff and construction project managers shows, 
both applicant and municipality can help to reduce influential factors; which is the reason to 
prolongation in the permit processing time. 
 
 

4.5.1 Influential factor from municipality perspective 
 
According to the observation in the municipality activities, the variation in processing times 
may depend on several factors; including, how the municipality’s routine is in handling of a 
building permit; and also, who in the organization decides for permits issuance. In fact, 
delegation system can be very important in shortening the time.  If the decision is made by the 
delegation of ordinary responsible officer, it is usually faster than, if the decision requires to 
be taken by the committee. It would explain the difference in processing time interval 
between the 1-3 weeks to 4-6 weeks. The committee has a meeting once per month. For ex. if 
a case has an uninterested neighbor it is the committee that should decide to allow for a permit 
issuance. Thus, the case shall wait until the committee’s monthly meeting; whereas, if a case 
could be decided by a responsible officer it could get respond in a brief time manner. 



 

 

 
Another factor is the number of building permit cases in the municipality. If the building 
union has a lack of personals, and the numbers of the cases are in a good deal, they do require 
more time to handle all cases. In high season like spring and summer, the quantity of permit 
cases will be more than the rest of the year. People, who want to start a building project in a 
more suitable weather increase. A large number of cases in the municipality can conceivably 
lead to the waiting time to go through the applications and deciding. Therefore, reviewing a 
case takes longer time. 
 
Political priority is also a factor. By pointing out the priority areas and allocating resources to 
maintain a given level of service, may affect the delays to processing time of other cases. 
 
For issuing a permit, the opinion of neighbors to the constructional project area is notable as 
well.  It is a routine in most of the municipality to collect written opinion of the neighbor and 
save them in the case folder.  Case reviewer in municipality should send a letter to the 
neighbor of the project and inquire them to make comments about the project. They should 
wait until the allocated time for neighbors’ respond passes in order to start the deciding phase 
of the case. The responsible officer in the municipality of Tyresö waits 3-4 weeks to get 
respond from neighbors, and it is another factor which makes the process duration longer. 
Collecting written opinion from neighbors is a long process. It could be faster if the applicant 
could collect this neighbor’s opinion by themselves or find another way to make this process 
shorter.  
 
Another influential factor from municipality’s side is the delay to inform the applicant about 
the lack of essential documents and drawings, or different applicable changes from permit 
department. The public believes, if the permit department’s personnel become more available, 
and the applicant are able to contact them easier; solving the probable deficiencies in cases 
will be more prompt, and it will reduce the processing time.  
 
Communication with the public is one of the most crucial factors that should have focus on. 
The starting point in a process figured out the details and attributes of the process. The first 
steps to a permit processing are: knowing the process structure, essential documents, and 
quality of the required documents. The question is who should give this information to obtain 
the most outcomes. A suitable communication strategy and method, helps any organization to 
send their message easier. When an applicant is not able to find the essential information well, 
or is not able to understand the different qualifications to the process, they most likely go to 
the wrong way. It takes time to guide them to the right way. Therefore, advisable solution 
could be finding a way to give information to applicants; so the risk for failure reduces. 
 
According to observations, by considering the current situation in the municipality of Tyresö 
even there is some lack of appropriate management within the organization.  The lack of 
proper communication with public and organization personal and using a suitable way to 
share information with them is another cause of the long processing time. They even have 
some undeveloped routine and system, which need a proper improvement.  

 4.5.2 Influential factors from applicant’s perspective  
 
As mentioned, there are various permit applicants. The differences between professional 
applicants with private applicants are in the quality of documents they provide to the building 
permit union. A private applicant can be unaware of a qualified and professional building map 



 

 

from the beginning, whereas; a professional applicant knows how a qualified and professional 
building map looks like.  Depending on a case type, on certain occasions requested 
information should be in special maps; that possibly a professional applicant can be unaware 
of it as well. Therefore, a pre consultation with the municipality’s responsible officer is 
helpful. As well, reading the information given on the municipality’s website is an important 
factor to make the process brief and easy. 
 
Another significant factor that has an effect on the processing time, is the applicants 
consistency to follow-up their cases. It is necessary to contact the municipality continually, 
and monitor the assessing moments. Since the permit union informs the applicants by post, it 
could take several days for an applicant to be informed; concerning any incomplete or 
inadequate document. Applicants’ frequent contact with the municipality’s responsible officer 
can reduce the processing time. 
 
 
 

4.6 Consequences  

It is the duty of the building permit union to provide service to the clients who are seeking 
permit. By existing long processing time in the permitting phase, the public believe municipal 
authorities are not able to give a qualified service. Seemingly, consequence of an unsatisfied 
public is spreading a negative reputation for the municipality. Unfortunately there are no 
distinct legal consequences, when the governmental system does not work substantially well. 
This is a significant point which might need a consideration by the top governmental 
authorities. Although, if it is looked into deeper it is obvious, that in a democratic society 
where all high leaders are selected by an election; the public satisfaction plays a vital role. 
Improvement of the processing time in the municipality organization even has positive 
internal impacts for the organization. Municipality as a legal body produces service for the 
public and the public’s opinion as its costumer have a direct effect on the organizational 
effectiveness. Therefore, all top managers and particularly city council members in the 
municipality have to try to set their guidelines to improve all services and activities within the 
organization; to increase the level of public satisfaction.  
 
Another negative effect is increasing the black market building in the society. The black 
market building implies to illegal constructional build. When people believe, obtaining a 
building permit is time consuming, and bothersome process; they will start to build without 
any permission and it will cause disorderly to the society.  
 
When process of issuing the permit makes a long time to deal, professional builders tend to 
have project in the municipalities whom have shorter processing time. It means save of more 
time and money for the builders and less revenues for the municipality with long processing 
time. According to PricewaterhouseCoopers 2005 construction industry is Europe’s largest 
industrial employers in the world. Every 10 jobs directly related to the construction project. 
Most of the people who work in the project settle in the same municipality which project take 
place therefore exist a construction project can increase the job opportunity in the 
municipality. In a report by KPMG indicated the cost of construction and the permitting 
process were among 20 top factors in determining the location of start up in US. (KPMG 
2009) 
 



 

 

Although, it seems a dissatisfaction public does not have any legal consequences for local 
government entity, but it leads to lots of negative impacts both internally and externally for 
municipality. One of the issues is creating job dissatisfaction among municipality personals.  
Nobody likes to work at a place with negative reputation. Personals start to quite the job 
easily and according to modern business management it is not a good factor for an 
organization. Also, it is obvious this negative impact has a direct influence on the next 
election for choosing top leader of the municipality. 



 

 

 5. Conclusion  
 
In this chapter recommend possible solutions and answer the research question. The 
possibility to future study introduces in this chapter too.  
 
 

5.1 Possibility for improvement 

The next step of the study is to focus on improvement possibilities. To improve the current 
situation ought to find suitable solutions, to optimize the duration of the process shorter. The 
suggested solutions have been discussed with the building permit union manager in Tyresö 
municipality. Who believed, some of them are interesting and have the capacity to be 
applicable; however, some of them were not applicable in the municipality of Tyresö. In 
addition, she mentioned some of the solution had been initiated and applied in the managing 
system already; nevertheless, since they have started to apply them recently, they still have 
not attained the result sought after 
 
The building permit processing time can optimize from two perspectives. The buildings 
permit union and permit applicant.  
 
 

5.2 Improvement from municipality’s perspective 

 
Building and planning department in municipality can optimize the processing time by 
applying a few processes within the organization. These processes can vary from an 
applicable management style to a distinct manner of communication with public and 
implement proper communication and management tools.  
 
 

5.2.1 Communication  
 
Sharing information and communicating with the public is one of the most important factors 
in the study of permit process. Every responsible officer in the building permit unit believe 
that if the applicants can get an adequate information about the documents necessitated to 
review a permit case, the process would be quicker.  Several completions for the case take a 
long time and if they would send complete document from the beginning it has an enormous 
effect on processing time. Although most of the municipalities give essential information by 
their website but applicants can get the information about required documents in consultation 
session as well. Therefore, a proper continuous improvement in communication method and 
using adequate communication tools help to optimize the processing time a lot. Some 
applicable tools which make sharing information easier are as follows: 
 

• Preparing building permit manual: Although, the Tyresö municipality website gives 
information about distinguishable terms and steps in the permit process and required 



 

 

documents; it is simply not structured enough to be comprehensible for every 
individual. The weakness is the variety of steps the applicant should follow and search 
in order to find essential information.  If there would be a manual which describes all 
steps and declares requested documents evidently at once and step by step, it would 
make information more accessible and would help a great deal to improve information 
distribution. Thus the applicant could have better overview about the current process, 
and the necessary documents from the beginning. When the accessibility to 
information be difficult, people often do not try to find all information; and may prefer 
to start the process and find the information during the process. It just makes the 
process longer. 

 
• Update and more functional website: It is obvious a website can improve the 

communication ability tremendously. Personnel in the municipality of Tyresö believe 
that their website should be updated, and give more completed information to the 
public. The information in the website is quite defused. Perhaps a well structured 
website that gives information easier can help to increase to a solid communication.    

 
 

5.2.2 Web application and follow-up  
 
One major focus in quality improvement is on upgrading technical system. Through the 
development of technological force worldwide, every routine work has accelerated. Currently, 
sharing information in digital manner is much easier and faster than the traditional manner.  
Besides, man should think more environmentally friendly, and they should seek ways to use 
less of the environmentally hostile work force. Therefore, attempting to use less paper is one 
issue of sustainability thinking.  
 
The possibility to apply for cases online can help both the municipality and the applicant to 
avoid wasting time. Each document or letter sent by post needs 1-2 working days to receive 
by the municipality. Therefore, throughout a lengthy process as both the building permit 
union and the applicant need to keep a constant progressive contact; having to send 
documents and letters via post system will be an enormous waste in time. They even make it 
easier to conserve the document in digital format and reduce the risk of losing paper version 
document. The public can send in their application forms online and follow-up the process via 
internet. At the present moment there are a few government agencies that use web based 
application forms, e.g. immigration office, and universities. 
 
When make it possible for applicants to apply and follow-up the process of their application 
from the municipalities online website, it would help either side fully to optimize the permit 
processing time. The quality of online service depends on many factors, and it is another 
research area. Likewise, a possibility of taking feedbacks online from permit seekers 
continually can help to improve the process and optimize it.  As a matter of fact, given 
feedback from an applicant will be a useful tool to improve the quality and see the problem 
from another perspective. Therefore using a management style which supports quality 
improvement and continual communication is an appropriate solution. 
 
 
 
 



 

 

 

5.2.4 Total quality management 
 
Tyresö municipalities building permit union needs a proper style of management to improve 
their processes, and quality of their work. One applicable solution is implementing total 
quality management style within the building union organization. By TQM, any organization 
can improve their activities. Since the focus of TQM is to improve the quality of the product 
and service continually, it can be a great deal of help to a rapid and modified development.  
 
The head manager to the urban and planning department in the municipality of Tyresö, define 
a vision each year, and the organization try to set a plan accordingly.  However, there is no 
altered vision. Applying TQM systematically can help the organization to define a measurable 
goal, and plan more systematically according to organization’s vision.   
 
 

5.2.3 Improvement of routine  
 
During interviewed responsible officers in building permit union they have remarked that the 
municipalities routine bear out errors, that has the ability for improvement. Sometimes 
improvements to routines help speed up development of a process.  
The routines that are in need of change for improvement in the municipality of Tyresö’s 
building permit union are as following:  
 

• Delegation system improvement: According to the PBL, some kind of cases has to 
be reviewed by the building committee. There is a proxy in Tyresö municipality 
that the cases being reviewed by the building committee are more than the ones 
that PBL has mentioned. For instance, an ordinary responsible officer cannot make 
a decision for cases which has an unsatisfied neighbor; it is the responsibility of 
the building committee to decide about these kinds of cases. Since the building 
committee has a meeting once every month, in these cases, the waiting time can 
extend the length for processing time. 

 
• Improvement of patterns: All responsible officers have access to special patterns 

corresponding to applicants. They often communicate with them by letters, which 
follow these patterns; however on certain occasions, it has happened that they have 
missed information because the correspondence was not clear enough. Therefore, 
improving these patterns can help informing the applicants better, and avoid using 
up more time communicating the purpose for the response. 

 
• Divide type of application: Entire responsible officers in the building permit union 

assess all sorts of cases, although several cases demand more time to assess 
because of some unanticipated circumstances. If they assign particular case 
reviewer to assess exceptional cases, the usual cases are not drawn to wait for their 
turn to be processed. It means if various cases have their own queue it would be 
quicker to handle those, which require less time to be reviewed.  

 



 

 

• Using more immediate way to contact neighbors: In several buildings permit 
application, neighbors verdict are necessary. According to the PBL, a written 
verdict from neighbors ought to be documented in the case. The routine in the 
municipality of Tyresö is to send neighbors a letter of consent, and inquire for their 
comments with respect to the buildings permit request. They have 3-4 weeks to 
reply to the letter of consent. It forces cases to wait, whereas by finding a way to 
contact neighbors or take their comment faster the processing time shortens 
considerably.  

 
• More distinct consultation before building request: The accordance to an interview 

with professional building company has concluded an indistinct consultation ere 
building request phase, will generate substantial amount of time waste after the 
request. She mentioned if the consultation had enough clarity; the design phase of 
construction would be according to current detailed zoning plan. If the 
municipality informs them evidently in pre consultation meeting, they will not be 
force to change and discus the designs with their clients. As well, if they got 
enough information from the beginning, they did not have to use extra time 
redesigning during the building permit process. The consultation for professional 
building company should be more in detail in comparison with the consultation for 
a private person. 

 
 
 

5.2.5 Service guarantee  
 
One suggested solution for making the process shorter is offering a service guarantee. The 
suggested process determines an average duration to the processing time after completing 
requirements. By existing service guarantee, the organization members try to have a minimum 
level of time waste, and applicants become more encouraged to apply for a permit instead of 
building illegal. The reason is they will be assured, after a certain time they will get the 
respond.  
 
Although, there is a quality guarantee in the municipality of Tyresö, but it is not so distinct 
about the processing time.  It has not stated anything about what happens if they cannot keep 
their promises.  
 
By having a well-defined and structured service guarantee, municipalities can reduce the 
processing time. A well-structured service guarantee is a guarantee, that the guarantee 
subscriber accepts the responsibility of the fault; when the promise given is not kept. For 
example: they can reduce the cost of building permit fee, if building permit union is not able 
to fulfill the pledge. Since it is a commitment for building permit union, they know, they have 
to fulfill the promise; hence, they will try to improve the quality of their work; otherwise there 
are consequences of their errors. 
 
There are various types of service guarantee that are offered to applicants from building 
permit union in municipalities around Sweden. Table on the next page shows some 
municipalities in Sweden with their proposed service guarantee as example.



 

 

 

Municipalities Type of service guarantee If do not fulfill promise 

Lerum Get respond under 4 weeks for a completed 
case according to detailed plan Explanation about delay 

Kalmar 
Get respond under 4 weeks for a completed 
case according to detailed plan and to PBL 

demands 

Reduce 25% of building 
permit fee except those cases, 
which should make decision 

by building committee 

Gnosjö 
Get respond under 2 weeks for a completed 
case according to detailed plan and to PBL 

demands 

Reduce 20% of building 
permit fee for each delayed 

week 

Gnosjö 
Get respond under 8 weeks for a completed 

case not according to detailed plan and to PBL 
demands 

Reduce 20% of building 
permit fee for each delayed 

week 

Örebro 
get respond under 10 weeks  for a completed 
case according to detailed plan and to PBL 

demands 
Explanation about delay 

Gnesta 
get respond under 3 weeks  for a completed 
case according to detailed plan and to PBL 

demands 

Reduce 10% of building 
permit fee for each delayed 

week 
 
 
After a meeting with the building permits union manager in the municipality of Tyresö about 
the service guarantee I suggested a reduction to the cost of the building permit fee if the cases 
would not reviewed during the promised time, but she did not share the same idea with me. In 
her argument she believes that because it is the taxpayers who prepare the municipalities 
revenues, and to assess matters municipality shall pay the money; therefore if they reduce the 
cost to the stated fee, it means taxpayers will pay indirectly for building permit unions error; 
which in her opinion is not fair to the taxpayers. 
 
 
 

5.3 Improvement from applicant’s perspective   

Applicants can by some actions help to reduce the processing time and optimize it. Listed 
below is the list of actions by applicants to help improving the time in processing a permit 
case: 
 

• Pre- consultation: Each and every responsible officer believes, by attending to a pre 
consultation; applicants can understand the various steps to the process, and be aware 
about essential documents for a building permit request.  They can decrease the level 
of errors or forward uncompleted document; therefore they do not need to waste any 
time after initiating the process. 

 



 

 

• Professional document: Sending professional documents and not missing essential 
information make the review easier. Case reviewer will not be forced to require for 
completion to the case. 

 
• Apply in a proper time manner: Applying for the permit in a proper time manner is 

one matter that can help reduce the processing time. Apply during the high season 
make processing time longer than usual. Applicants can initiate permit request earlier. 
A building permit is valid for two years; applicants have the time to begin the project; 
even if they apply before. 

 
• Reading the website carefully before starting the process: Reading information from 

the website, before starting a permit application; gives applicants the opportunity to 
understand and follow-up the process easier. Therefore, reading the website and 
finding essential information about applying for a permit can help a good deal to avoid 
wasting time during the process. 

 

5.4 Research question and answer 

The main question which this master thesis aims to find the answer is  
 
How can optimize the processing time in reviewing the building permit cases in 
municipality?. 
 
Long time processing of permit cases is the reason of many failures such as economical and 
social for project owners and public sector. In construction projects, working according to 
time plan is one of the considerable issues. When a project is behind schedule it consequences 
various troubles, which increase the level of dissatisfaction. Dissatisfaction is one of the 
aspects of poor quality.  
 
Since service organizations produce an intangible product, defining quality will be difficult. 
Optimize a processing time in review of a case is an issue of quality of service. Quality has a 
strategic meaning and defines as meeting costumer expectation. Municipality as a service 
oriented organization need a business management strategy to improve the process and 
quality of the outcome. Optimize processing time increase quality of service and costumer 
satisfaction. By suitable measurements and continual examination, a proper improvement in 
processing time is possible. The process of the organization includes different routines and 
proxies, which determine the quality of the outcome. By a suitable management style can 
develop them continually according to customer expectations and organizations goal. A 
management philosophy which has commitment to quality and promotes organizational 
culture that meets costumer perception of quality is Total quality management. Apply TQM 
concepts helps municipality to increase their quality and costumer satisfaction continually 
while by a proper using of this style of management decrease additional cost. 
 
For a common collaboration between building permit applicants as the municipality’s 
costumer and municipality, they need communicate continually. Adequate and continual 
communication with public helps to ameliorate quality according to costumer need.  
Continually communication with the public and get feedback from them assists municipalities 
to look at problem from the public side. It helps to find solutions, which are applicable for 
both sides in shorter time. Communication system should be on a way to serve easy access to 



 

 

the information and helps to comply with regulatory requirements faster and easier. For 
finding the proper communication method with the public, a continual study needs in this 
circumstance. Study different effective public communication approaches, lead the 
organization to a proper development especially in IT structure, processes and management 
style. By getting feedback from the public, the municipality can make communication 
meaningful and clarify the existing problem and find the applicable solution.  
 
Since there is no legal consequences when a municipality does not work properly existing a 
service guarantee force the organization to ensure the public about service quality and 
efficiency. Service guarantee has a direct effect on how the organization manages the service 
which should be deliver. When there would be a reactive measure after failure the level of 
responsibility increase between organizational members. It attributes the benefit of improving 
overall service and increases commitment between organizational members and provides an 
outcome which is more according to costumer expectation. By using Service guarantee as an 
effective tool improve quality of the organizations’ outcome and. increase costumer 
satisfaction which consequently encourages more investment on the urban development 
project in the municipality. 
 
 

5.5 Future study area  

Optimization is a wide concept and can include any aspect of a subject. Optimization of 
processing time is a parameter of quality optimization. There are lot of information and 
research studies about quality improvement and its concept in different type of manufacturing 
organization but in governmental service oriented organization it is quiet brief.  It could be 
because of non profitable character which governmental organization like municipality has. 
Therefore a further study in this area can be interested. 

 

In this master thesis has been introduced Total quality management as an effective tool for 
optimizing the processing time in permit department of municipality but investigating deeper 
about individual effect of this management strategy in municipality can be interested as a 
future study topic   

 

Even developing IT structure and investigating about different type of communication style 
with public in governmental service oriented organization like municipality are the wide 
subject which can be investigated further more. 

 

 Another example of study area which can be investigated is about how to implement 
recommended solutions in Tyresö cases and determining the most suitable type of service 
guarantee for service oriented organization like municipality.  
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6.3 Person who have interviewed  

 
 
Tyresö municipality  
 

1. Hanna Wikström case reviewer in Tyresö municipality  
2. Björn Pettersson case reviewer in Tyresö municipality 
3. Kent Wiklund case reviewer in Tyresö municipality 
4. Christoffer Pettersson case reviewer in Tyresö municipality 
5. Christian Ernst case reviewer in Tyresö municipality 
6. Sea Jelec Dozo building permit coordinator in Tyresö municipality 
7. Sara Kopparberg building permit union manager 

 
 
 
Professional building permit applicant  
 

1. Åsa Svedlund project manager in JM 
2. Anna Meinder project manager in BESQAB 

 



 

 

7. Appendixes 
 
Appendix 1: 
Building permit process model in Tyresö 
municipality

 



 

 

 
Appendix 2:  
 
Building permit process time for studied new house cases in Tyresö 
municipality 
 
 
Fastighets 
beteckning  Diarienummer  Bygglov 

ansökan  beslut resultat längd vecka  handläggare 

1 kumla 3:381 2011bns0021 2011-05-13 2011-06-16 ärendet 
avskrivs  34 dag 4.8 Åsa Törlen  

2 komministern 
4 2011bns0030 2011-05-19 2011-07-10 ärendet 

avvisas  52 dag 7.4 Christian Ernst 

3 försommaren 
4 2011bns0032 2011-05-23 2011-07-22 bygglov 

beviljas 61 dag 8.7 Hanna 
Wikström  

4 näsby 4:138 2011bns0048 2011-05-27 2011-07-06 bygglov 
beviljas 40 dag  5.7 Anna Krohn 

5 kumla 3:381 2011bns0132 2011-07-15 2011-09-16 bygglov 
beviljas 63 dag 9 Kent Wiklund 

6 kumla 3:1702 2011bns0140 2011-07-27 2012-02-10 bygglov 
beviljas 167 dag 23.8 Christian Ernst 

7 näsby 4:1583 2011bns0184 2011-08-25 2012-01-26 bygglov 
beviljas 154 dag 22 Christtofer 

pettersson 

8 strand 1:592 2011bns0185 2011-08-25 2011-11-07 bygglov 
beviljas 74 dag 10.5 Björn 

Pettersson 

9 näsby 4:1582 2011bns0195 2011-09-01 2011-09-25 bygglov 
beviljas 24 dag 3.8 Kent Wiklund 

10 näsby 4:1513 2011bns0210 2011-09-08 till nu (2012-
02-13) pågår minst 147 

dag 21 Christtofer 
pettersson 

11 follbrinken 11 2011bns0223 2011-09-19 2011-11-29 bygglov 
beviljas 71 dag 10.1 Kent Wiklund 

12 sälgen 1 2011bns0259 2011-10-06 2011-10-24 bygglov 
beviljas 18 dag 2.5 Christian Ernst 

13 silur 2 2011bns0273 2011-10-17 2011-12-23 bygglov 
beviljas 67 dag 9.5 Christtofer 

pettersson 

14 trinntorp 1:54 2011bns0311 2011-11-21 till nu (2012-
02-13) pågår minst 84 

dag 12 Christian Ernst 

15 midvintern 16 2011bns0318 2011-11-22 2011-12-29 bygglov 
beviljas 37 dag 5.2 Christtofer 

pettersson 

16 näsby 4:307 2011bns0328 2011-11-28 2011-12-21 bygglov 
beviljas 23 dag 3.2 Christian Ernst 

17 tyresö 1:416 2011bns0350 2011-12-06 2012-02-03 bygglov 
beviljas 59 dag 8.4 Björn 

Pettersson 

18 kumla 3:20 2011bns0356 2011-12-08 till nu (2012-
02-13) pågår minst 67 

dag  9.5 Kent Wiklund 

19 jura 23 2011bns0370 2011-12-28 2012-02-01 bygglov 
beviljas 35 dag 5 Björn 

Pettersson 

20 Näsby 4:1585 2011bns0001 2011-05-02 2011-07-07 bygglov 
beviljas 66 dag 9.4 Anna Krohn 

21 strand 1:103 2011bns0005 2011-05-02 2011-10-27 bygglov 
avslås 178 dag 25.4 Hanna 

Wikström  



 

 

Appendix 3: 
 
Current situation of Tyresö municipality according to bygglovalliansen report 
 

 
 

 



 

 

Appendix 4: 
 
Current situation of Tyresö municipality according to bygglovalliansen 
 

 
 
 

 



 

 

Appendix 5: 
 
Current situation of Tyresö municipality according to bygglovalliansen report 
 

 
 
 
 



 

 

Appendix 6: 
 
Current situation of Tyresö municipality according to bygglovalliansen report  

 



 

 

Appendix 7:  
 
Current situation of Tyresö municipality according to bygglovalliansen report 

 



 

 

Appendix 8:  
 
Current situation of Tyresö municipality according to bygglovalliansen report 
 
 
 

 



 

 

Appendix 9:  
 
Question from responsible municipality officer  
 

1. Are there any differences for reviewing permit cases between a big construction 
project and a small one? 

 
2. Do you think the allowed time in PBL is suitable for reviewing a case? 

 
3. How long often does it take to review a permit case for a new residential project? 

 
4. Which factors are more important in reviewing the permit case? 

 
5. How often an applicant does contact you about a new case? Do you think if they 

contact you the reviewing time became shorter? 
 

6. Are there any differences in time to apply for a permit? And Does time period have 
any special effect on processing time? 

 
7. Is there any special type of cases, which need more than 20 weeks for reviewing? 

 
8. Do you think if applicant has any special influence on processing time for building 

permit cases? 
 

9. Are there any negative effects on municipality activities if the processing time became 
long? 

 
10. Can you inform applicant from the beginning how long the case is take to process? 

 
11. Does Tyresö municipality any form of service guarantee? What do you think about it? 

 
 



 

 

Appendix 10: 
 
Question from house building entrepreneur 
 

1. In which phase of construction project do you apply for permit? 
 

2. Do you have any expert in permit area that is responsible for permit application? 
 

3. Did you study Tyresö website about permit process before you apply for permit? 
 

4. When have you applied a permit in Tyresö municipality? 
 

5. How many times have you applied for a permit in Tyresö ? Will you apply more in 
future? Do you think your experience in Tyresö helps you to make permit process 
shorter? 

 
6. Have you known your case responsible officer before? 

 
7. Was it easy to contact officer? Have you had any difficult experience in 

communication? Do you think is it important to know the case responsible officer? 
 

8. When did you get permit? Do you think the processing time was suitable? Did you get 
the permit in the right time? 

 
9. Do you remember which phase was the most difficult one? 

 
 

10. Have Tyresö municipality asked you for several completion of document? 
 
 

11. Which consequences are there for company if Tyresö would not give you the permit in 
the right time? 

 
12. Is there any financial risk for the company because of delay in permit issuance?  

 
13. What do you think about possibility of improvement in building permit issuance in 

Tyresö municipality? 
 

14. Do you think a possibility to apply online for the building permit can the company 
help to get the permit easier?  
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