
PLANNING ENFORCEMENT – CUSTOMER SERVICE 
STANDARDS 

 
1. We will investigate all complaints, as long as they are not anonymous, and 

they have been received in writing, by email or via the Planning 
Enforcement webpage. Other complaints will be investigated at the 
discretion of the Senior Planning Compliance Officer.  Complainants 
should provide contact details in order that we can keep them updated, or 
seek further clarification where needed. 
 

2. Where the complaint does not relate to planning, either wholly or in part, 
we will refer the matter to the relevant department with your details, asking 
them to keep you updated. We will retain and investigate any part of the 
enquiry relating to planning. 

 
3. We will acknowledge all complaints within 5 days of receipt, naming the 

assigned officer undertaking the investigation, and their contact details.  
  
4. We will ensure that complainant details remain anonymous. 
 
5. We will keep complainants up to date with progress, when there is 

anything significant to report, or otherwise periodically to reassure them 
that the matter remains under investigation.  

 
6. We will only seek or take action where a breach is proven, demonstrable 

harm is caused, and where it is expedient and legally possible to do so. 
 

7. Any actions sought or taken will be reasonable and proportionate to the 
proven breach, in accordance with government advice. 

 
8. We will seek the co-operation of responsible persons through negotiation. 

We will, however, take a firm line where co-operation is not forthcoming, 
and the nature of the breach merits it, including where necessary 
prosecution. 

 
9. We will inform complainants of the outcome of any investigation, and with 

reasons 
 
10. Where the subject of any complaint is aware of the investigation, we will 

inform them of the outcome, with reasons. 
 
11. We welcome feedback on our performance, and an opportunity to 

comment on-line is available through the City Council’s planning 
enforcement website. 

 
12. Should you not be satisfied with the handling of your complaint, in the first 

instance please contact the City Council’s Development Control Manager 
(396783). If you remain dissatisfied, the City Council’s complaints 
procedure is available on the Council’s website. 


