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From: HEAD OF ENTERPRISE AND PLACE
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1. Purpose of Report

1.1 The purpose of this report is to seek approval of a Customer Charter for Development
Management

2. Background

2.1 Each planning authority in Scotland is required to produce a Planning Performance
Framework (PPF) report each year for submission to the Scottish Government, providing
information on a mix of qualitative and quantitative measures to provide a toolkit of indicators
of performance. These include a list of service improvements proposed to be introduced
during the following year, and in North Lanarkshire's PPF for 2015−16 the preparation of a
Customer Charter for Development Management was noted as a proposed service
improvement.

3. The Proposed Charter

3.1 A number of other planning authorities currently have Development Management Charters,
varying in nature and scale but generally focussing on the service standard targets that the
authority aims to achieve. North Lanarkshire Council already provides an extensive range of
information on its planning functions through its website, and it is considered that a
Development Management Charter need not reiterate the large amount of detail that is
already publically available, but rather should concentrate on the principal elements of the
service and the target standards, while also providing links to useful parts of the Council's
website and other external parties

3.2 The standards set out in the draft Charter are, in part, standards already applied across the
Council through the corporate Customer Charter, and in part reflect other key performance
indicators relating to Development Management. The intention is to propose service
standards that are effective and realistic. The draft Charter is attached as an appendix to this
report.

3.3 If approved by Committee, the Customer Charter for Development Management would be
uploaded to the Council's website, and would also be available in hard copy in the Reception
Area of the Development Management Service office.



4. Recommendation

4.1 It is recommended that the Committee approves the Customer Charter for Development
Management, as set out in the appendix to this report.

&.441 Lv
Shirley Linton
HEAD OF ENTERPRISE AND PLACE

Local Government Access to Information Act: for further information about this report, please contact
Les Stevenson on 10236 632480.



Appendix

Development Management Customer Charter

Development management is the process for making decisions about planning applications. Within
development management, we are committed to delivering a high quality professional service
delivered through two teams; local development and major development.
This charter explains what you can expect from the service we provide.

What we do

Our main role is to:
• Appraise and make decisions on applications for planning permission
• Provide pre − application advice for major development

• Provide certificates of lawfulness and other types of approval such as prior approvals, tree
work approvals, high hedge notices, listed building consents, conservation area consents,
hazardous substances consents and advertisement consents

• Provide screening and scoping opinions relating to Environmental Impact Assessments
• Handle enquiries relating to development, property, licensing, grants, land acquisition and

members' issues

What you can expect

We will:
• Resolve your enquiries at first point of contact, whenever possible
• Keep you updated on the progress of your enquiry or application
• Treat you with courtesy, respect and according to your individual needs
• Ensure our staff are trained to help or give advice, or to put you in touch with the right

person to answer your query

If you contact us by telephone we will:
• Respond to calls within eight rings whenever possible and greet you politely and clearly,

introducing ourselves by name and service area
• When it is not possible to transfer your call to the correct person, we will take a message

and a contact number. Your call will be returned within one working day, whenever possible
• Direct you to further information online

If you contact us by email or write to us we will:
Respond to letters and emails within 10 working days, or tell you if we need longer

• Let you know within one working day that we have received your email
• Use plain language and avoid unnecessary jargon
• Direct you to further information online

If you visit us we will:
• Make sure our reception has clear signage and is kept clear, clean and tidy
• Greet you quickly for your arranged appointment time
• Where appropriate, offer the use of a private meeting room
• Direct you to further information online

You can help us by:

• Giving us all the information we need to help you
• Asking us to explain anything you are not sure of
• Treating staff with the same courtesy which you would expect from them
• Letting us know of you have any special needs



Giving feedback on our service

Pre−application advice

To ensure we add value to development in the area, deliver our core business and key priorities for
customers and stakeholders, we focus our pre application advice on major development only. Our
major development pre application enquiry form will help you identify the information you need to
submit to us, to allow us to arrange to prepare pre application advice. In response we will write to
you within 28 days with an initial assessment of the development against the development plan
and other relevant guidance, an opinion of what the key issues are likely to be and a note of what
supporting information should accompany the planning application. Thereafter, if required, we will
meet with you to discuss your proposals in more detail.

Further details on major developments can be found here.

If your proposal is not major development, we regret we are unable to give pre application advice
however we will guide you to online information, including our Local Plan and Supplementary
Planning Guidance. Please check our online information or seek the advice of a professional
adviser for further advice.

If you wish to receive a definitive legally binding council view on whether or not you need planning
permission, you can apply to us for a certificate of lawfulness.

Making an application

Making an application for planning permission online at www.edevelopment.scot.gov.uk is simple,
saves you time and money and means your application is delivered to us quickly, letting us start to
appraise your proposed development sooner. If you prefer to submit on paper, forms can also be
downloaded from this site.

What you can expect:

We will:
. Maintain our online services to allow you to track the progress of your application through

our portal at www.northlanarkshire.gov.uk/comment
• Recommend a processing agreement for all major development applications and seek to

use processing agreements where appropriate in local applications

We aim to:
• Within 5 working days − confirm your application has been submitted correctly, or

alternatively advise on any further information required before your application can be
registered

• Within 10 working days − following validation of your application, visit the site to help
determine if the proposal is acceptable

• Within 30 working days − respond to you if there are any significant issues concerning your
application

• Within 8 weeks − Decide on 70% local applications
• Within 30 weeks − Decide on major developments

You can help us by:

Ensuring the necessary fee, correct drawings and all supporting documents are submitted
when you make your application, as without the necessary fee and information, we will not
be able to validate and progress your application

• Ensuring electronic applications are submitted taking note of our guide to online
submissions, to ensure the most effective handling of your application

Commenting on someone else's application



You can view and comment on planning applications using our online services at:
www.northlanarkshire.gov.uk/comment, by email or in writing to us. Your comments will be made
available online to the public. We will not display your signature, telephone number, email address
or any defamatory comment.

We can only consider comments that are relevant (material considerations) such as:
• The effects on our environment and the impact on traffic and roads
• The impact on peoples enjoyment of their environment, noise and privacy
• The impact on listed buildings and conservation areas

Comments that are not considered relevant include:
• Impact on property values
• Legal land ownership and/or boundary issues
• Loss of a view

If you comment on a planning application we will:
• Aim to acknowledge receipt of your comments within 3 working days, with information on

the appropriate procedures undertaken following the receipt of your letter
• Accurately reflect your comments in the Report of Handling on the application
• Aim to advise you of the outcome of the decision on the application within 5 working days

of the decision being taken

More information on what are relevant matters when commenting on planning applications can be
found on our website at the web address above or at Planning Aid Scotland (PAS).

Appeal against our decision

A copy of the decision notice can be accessed via our portal at:
www.northlanarkshire.gov.uk/comment

Only the applicant can appeal a decision or ask for a local review. As the applicant, you can appeal
the decision made, or the conditions of your planning permission. You can also appeal where no
decision is made with two months (for local applications) or four months (for major applications), or
within another specified extra time period agreed with the council.

Information on how to appeal can be found online at:
www.northlanarkshire.gov.uk/planningdecisions

Complaints

If you have a complaint about the standard of service you have received, information on our
complaints process can be found online at: www.northlanarkshire.gov.uk/Iistening

How to contact us:

Our opening hours are: Monday to Thursday 8.45 − 16.45, Friday 8.45— 16.15

By email: ESPlanning(northlan.gov.uk

By phone: 01236 632500

Our address:
Development Management
Fleming House
2 Tryst Road
Cumbernauld
G67 1JW


