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Executive Summary 

 

The purpose of this report is to present the Planning and Building Standards Service 
Improvement Action Plans for 2018/19 and to review the Customer Service Charter. The 
Planning Service Improvement Action Plan requires the Committee’s approval as it will be 
incorporated into the Planning Performance Framework for 2017/18.  The report also 
seeks Committee approval of changes to the Planning and Building Standards Customer 
Service Charter to reflect the latest national building standards performance targets. It 
follows from the report considered by Committee on 14 March 2018 on Planning and 
Building Standards Performance and Service Improvements.  
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Report 

 

Planning and Building Standards Service Improvement 
Action Plans for 2018/19 and Review of Customer 
Service Charter 
 

1. Recommendations 

1.1 It is recommended that the Committee: 

1.1.1 Approves the Planning Service Improvement Action Plan for 2018/19; 

1.1.2 Notes the Building Standards Service Improvement Action Plan 2018/19; 

1.1.3 Notes that a further report on broader three year improvement plans for 
Planning and Building Standards will be presented to a future meeting of the 
Planning Committee; and 

 1.1.4   Approves the changes to the Planning and Building Standards Customer  
  Service Charter.  
 

2. Background 

2.1 At its meeting on 14 March 2018  the Committee considered a report by the 
Executive Director of Place on Planning and Building Standards Performance and 
Service Improvements. The Committee noted that a detailed service improvement 
plan for both Planning and Building Standards would be reported to the next 
meeting of the Committee. 

2.2 The performance of the Planning Service is reported to the Scottish Government 
annually through the Planning Performance Framework (PPF). The PPF assesses 
performance in the round in terms of both qualitative and quantitative measures. 
When assessing the PPFs, Scottish Ministers expect planning authorities to 
demonstrate a culture of continuous improvement. 

2.3 With regard to Building Standards, since the committee meeting on 14 March, 
Kevin Stewart MSP, Minister for Local Government and Housing, wrote to the 
Council to advise that the Council has been appointed as Building Standards 
Verifier for the Council’s geographical area for a period of one year.   

2.4 With the agreement of Scottish Government, the Council has commissioned an 
improvement team to help address weaknesses identified by the Scottish 
Government’s Building Standards Division’s (BSD) Audit. 

http://www.edinburgh.gov.uk/download/meetings/id/56421/item_71_-_planning_and_building_standards_performance_and_service_improvements
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2.5 The Improvement Team have now been engaged and the service is working closely 
with them to further develop the improvement plan already in place. This report sets 
out the progress made so far and the next steps.    

2.6 In addition, Internal Audit carried out an audit of Building Standards in November 
2017. This audit was reported to the Governance, Risk and Best Value Committee 
on 8 May 2018.   

2.7 The national targets for Building Standards performance have been changed. The 
Planning and Building Standards Customer Service Charter needs to be updated to 
reflect these changes.  

 

3. Main report 

Planning  

3.1 The PPF for 2017/18 is currently in preparation and will be submitted to Ministers at 
the end of July. The PPF will include a summary of the service improvements 
planned for 2018/19 based on the Planning Service Improvement Action Plan. 

3.2 The Planning Service Improvement Action Plan for 2018/19 is attached at appendix 
1. This draws together a number of actions from various sources including internal 
audits and customer forums. The Action Plan will be monitored regularly by 
planning managers and the outcomes reported in the PPF for 2018/19. 

3.3 However it is recognised that a more strategic approach is required to service 
improvements in the context of the Council’s emerging change strategy, the 
Scottish Planning Review and the Planning (Scotland) Bill. It is proposed, therefore, 
to embed the Service Improvement Action Plan 2018/19 in a broader improvement 
plan for the Planning service covering three years. This will be presented to a future 
meeting of the Committee. 

Building Standards 

3.4 The functions of the Building Standards Service are delegated to the Executive 
Director of Place as set out in the Council’s Scheme of Delegation to Officers.  

3.5 The performance of the Building Standards Service is reported quarterly to the 
Scottish Government. In future these reports will be included in the Planning 
Committee Business Bulletin or in substantive reports on the agenda as 
appropriate.   

3.6 In response to the BSD and Internal Audits, a Service Improvement Action Plan for 
2018/19 has been developed.  A summary of this is attached at appendix 2.   

3.7 However to ensure sustainable improvements to the service and a longer period of 
appointment as a verifier, it is proposed to embed the Service Improvement Action 
Plan 2018/19 in a broader improvement plan for the Building Standards service 
covering three years. This will be prepared with the assistance of the improvement 
team and presented to a future meeting of the Committee. 

http://www.edinburgh.gov.uk/download/meetings/id/56977/item_72_-_internal_audit_report_-_building_standards_march_2018
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3.8 Once complete, the Building Standards Service Improvement Plan, will accompany 
the 2018/19 version of the Building Standards Annual Performance Report, which is 
due to be published at the end of July.   

3.9  It is proposed that both of these three-year improvement plans will cover the 
following matters: 

3.9.1 Strategy: This long term vision for how the service will fully support the extent 
of development planned for the city in the years ahead; 

3.9.2  Governance: The structures that will be put in place within the Council to 
ensure that the programme is met; 

3.9.3 Oversight: How the improvement programmes will be scrutinised by elected 
members (including to Planning and Governance, Risk and Best Value 
Committees); 

3.9.4 Risk: How risk will be addressed by the service and how this will be 
managed strategically within the Council;  

3.9.5 Customer: How customers of the service, including direct users and the 
wider public will be engaged in the development and ongoing evolution of the 
improvement plan; and 

3.9.6 Compliance: How the service will meet the standards, targets and 
expectations of the Scottish Government. 

Customer Service Charter 

3.10 In addition, minor changes are proposed to the Planning and Building Standards 
Customer Service Charter.  These are made to ensure the Council’s target 
timescales for processing building warrants match those set nationally by the 
Scottish Government.  These are that: 

3.10.1 95% of first reports on building warrant applications (telling you if you need to 
make changes to your proposals to comply with current building regulations) 
to be issued within 20 working days; and  

3.10.2 90% of building warrants, if the final revised drawings are altered to the 
Council’s satisfaction, to be issued within 10 working days.  

3.11 A revised version of the Planning and Building Standards Customer Service Charter 
which sets out these targets is attached at appendix 3. The changes are highlighted 
in yellow. 

3.12 While it is acknowledged that the Building Standards service is not currently 
meeting these targets, it is the objective of the Service Improvement Plan that these 
targets are met.  
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4. Measures of success 

4.1 A Planning and Building Standards Service which embeds a culture of continuous 
improvement and makes service improvements to allow best value to be realised 
and high standards of customer care. 

 

5. Financial impact 

5.1 The costs associated with implementing most of the proposed improvements will be 
met from the Planning and Building Standards Service budget for 2018/19.  There 
are no significant cost savings envisaged from these changes.  

5.2 However the upgrade of Uniform (which is proposed as part of action 14 in 
appendix 1) will have a cost implication for the service.  The planned upgrade 
affects a number of Council service areas, not only Planning and Building 
Standards.  Once the costs are clarified and the implications for service areas are 
known, these will be picked up within the regular budget monitoring activities for 
Place. 

 

6. Risk, policy, compliance and governance impact 

6.1 There are no risks to the Council associated with this report. Service improvements 
that lead to increased performance will reduce the risk of the Council being placed 
in remedial measures by the Scottish Government. 

 

7. Equalities impact 

7.1 The Service Improvement Actions Plans and Customer Service Charter will benefit 
all customers of the Planning and Building Standards Service and improve the 
wellbeing of staff. However they will not have a significant impact on equality, the 
economy or the environment and therefore an Integrated Impact Assessment has 
not been carried out. 

 

8. Sustainability impact 

8.1 The impacts of this report in relation to the three elements of the Climate Change 
(Scotland) Act 2009 Public Bodies Duties have been considered, and the outcomes 
are as follows: 

• The proposals in this report will reduce carbon emissions because an efficient 
digital Planning and Building Standards service will reduce the need to travel 
and use paper; 
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• The need to build resilience to climate change impacts is not relevant to the 
proposals in this report because they focus on improving performance and 
customer service; and  

• The proposals in this report will help achieve a sustainable Edinburgh because 
they will improve the well-being of staff, enhance the service for all customers 
and reduce the need to travel and use paper. 

 

9. Consultation and engagement 

9.1 The Service Improvement Action Plans already include actions recommended by 
the Customer Forum in June 2017. A further meeting of the Forum will be held in 
June this year.  

 

10. Background reading/external references 

10.1 Report to Planning Committee 14 March 2018 - Planning and Building Standards 
Service Improvements 

10.2 Report to Governance, Risk and Best Value Committee 8 May 2018 - Internal Audit 
Report on Building Standards March 2018 

 

Paul Lawrence 

Executive Director of Place 

Contact: John Inman and David Givan, Service Managers 

E-mail: john.inman@edinburgh.gov.uk Tel:0131 469 3721 and 
david.givan@edinburgh.gov.uk | Tel: 0131 529 3679 

 

11. Appendices  
 

Appendix 1 – Planning Service Improvement Action Plan 2018/19  

Appendix 2 - Building Standards Service Improvement Action Plan 2018/19 

Appendix 3 - Revised Planning and Building Standards Customer Service Charter 

http://www.edinburgh.gov.uk/download/meetings/id/56421/item_71_-_planning_and_building_standards_performance_and_service_improvements
http://www.edinburgh.gov.uk/download/meetings/id/56421/item_71_-_planning_and_building_standards_performance_and_service_improvements
http://www.edinburgh.gov.uk/download/meetings/id/56977/item_72_-_internal_audit_report_-_building_standards_march_2018
http://www.edinburgh.gov.uk/download/meetings/id/56977/item_72_-_internal_audit_report_-_building_standards_march_2018
mailto:john.inman@edinburgh.gov.uk
tel:0131
mailto:david.givan@edinburgh.gov.uk


Page 1 of 3

Action Target Date Owner Comments Status

1 Ensure adequate staffing 
levels to meet service 
demands

Fill all establishment vacancies as they 
arise and where appropriate use agency 
cover in the interim.

Mar-19 DRL/JDI/DG
The Planning Service received income of c. £2.4m in 
2017/18. Performance remains fragile and it is 
essential to fill vacant posts quickly when they arise.

2 Invest increase in budget provision  in 
additional staff resources in accordance 
with Council Commitments

Sep-18 JDI

The Council budget for 2018/19 included an additional 
£100,000 for the Planning Service. This will be invested 
in accordance with Council Commitment No. 13.

3 Invest increase in fee income in 
additional staff in accordance with 
Council Commitments Sep-18 JDI

Planning fees for major applications were increased on 
01/07/17. The increase is expected to generate c. 
£240,000 of additonal fee income. This will be 
reinvested in accordance with Council Commitment 
No. 15

Processes 

4 Improve performance in 
processing planning 
applications

Review the relationship between the 
planning applications process and the 
road construction consent process and 
any organisational change required.

Sep-18 GB

The Roads Authority input to planing applications, the 
issuing of road construction consents and the adoption 
of new roads are all carried out by different teams. 
There is potential to review these processes to ensure 
a seamless service to applicants. Regular liaison 
meetings are held with RCC and Transport colleagues.

5 Increase the use of processing 
agreements or agreed extensions of 
time

Mar-19 JDI

Source: PPF 2016/17. The %  of major applications with 
PPAs has declined in recent years to less than 30%. 
User feedback will be used to determine the reason for 
this and what actions could reverse this trend. This 
issue is under consideration by Scottish Government as 
part of Planning reforms.

6 Develop or review protocols with key 
consultees to improve response times 
and links between council policies.

Mar-19 NAJ

Source: Internal Audit. A programme of review is 
currently underway. The protocol with Environmental 
Protection was completed in 2017/18. Work is 
progressing on a working protocol with Communities 
and Families and Flood Protection.

Resources
Action Point
APPENDIX 1 - PLANNING SERVICE IMPROVEMENT ACTION PLAN 2018/19



Page 2 of 3

Action Target Date Owner Comments StatusAction Point
7 Undertake lean review of Intake, 

Registration, Validation and Allocation 
processes.

Dec-18 NAJ

Source: Internal QA Audit. A review of the validation 
process was undertaken in November 2015 but there is 
an opportunity to further improve performance. The 
previous changes will be re-assessed in 2018/19 to 
seek improved validation times.

8 Implement updated model Section 75 
agreement

Jun-18 JDI

Source: Customer Forum Action Plan. A new model Sec 
75 agreement has been developed during 2017/18 in 
consultation with external solicitors advising the 
Council under the Framework Agreement. This will 
help speed up the issuing of consents. 

9 Improve alignment of 
development management 
and local community planning

Review area team structures and the 
potential to align with Localities while 
maintain a balance of workload. Mar-19 JDI

Planning team boundaries are currently based on the 
LDP strategic development areas. It would assist 
integration of place-making and local community 
planning if they were realigned to match the Localities.

10 Ensure developer's meet their 
commitments

Undertake process review of developer 
contributions Jun-18 RA

Source: Council Commitment no. 13. A process review 
led by the Finance service is already underway.

11 Increase the proportion of 
delegated planning decisions 
upheld by the Local Review 
Body

Monitor LRB decisions. Review and 
revise non-statutory planning guidance 
as necessary. Mar-19 JDI

Source: PPF 2016/17. 79.3% of reviews were upheld in 
2017/18 compared to 48.1% the previous year. 
Planning guidance was amended in March 2018 to 
reflect issues raised at appeal/review stage.

Engagement
12 Increase transparency of 

service
Put diagram of structure of service on 
web pages and planning blog. Jun-18 NAJ

Source: Customer Forum Action Plan. Customers have 
asked to see how the service is structured

13 Improve communciation with 
customers

A review of communication channels 
including out-of-office messages and 
auto–responses to help manage 
customer expectations about how 
quickly the service responds. 

Sep-18 NAJ

Source: Customer Forum Action Plan. Communications 
is one of the most common issues raised by customers 
and expectations are increasing. Greater clarity is 
needed on what the customer is entitled to expect.  

14 Channel Shift: remove barriers 
to an efficient and reliable 
electronic planning application 
process

Upgrade the back office case handling 
and document management systems.

Dec-18 JDI

The current back office systems are significantly out-of-
date and not supported by the supplier. An upgrade 
has been commissioned which will signficantly improve 
functionality and benefit both staff and customers.
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Action Target Date Owner Comments StatusAction Point
15 Work with external software providers 

to develop Public Access system to 
provide better information to customers 
particularly on application progress.

Mar-19 JDI

One of the most common reasons for customers to 
contact the service is to check on progress with 
applications. There is potential to provide better 
information on Public Access alowing customers to self-
serve 24/7.

16 Create "quick guides" and "how to " 
videos to help customers understand 
the planning process and make best use 
of online facilities Sep-18 NAJ

A series of quick guides is now available on the Council 
website at 
http://www.edinburgh.gov.uk/downloads/download/2
204/planning_quick_guides 'How to Videos' are being 
prepared on a range of topics including 'How to 
Comment on a Planning Application 

17 Work with Scottish Government to 
develop the national Digital Planning 
Strategy

Mar-19 NAJ

Workshops and working groups are ongoing with the 
Scottish Government as part of Planning Reform. The 
Council's participation ensures it is fully involved in 
developing future systems. This covers issues of 
inclusion and diversity in engaging stakeholder groups.



APPENDIX 2 - BUILDING STANDARDS SERVICE IMPROVEMENT ACTION PLAN 2018/19
Action Target 

Date
Owner Comments Status

1 Develop robust 
governance and 
oversight 
arrangements 

Put in place project management 
arrangements for the delivery of the 
action plan and wider improvement 
plan.

Mar-18 DG

A project manager has now been 
appointed to ensure the delivery of the 
programme of improvements - 
including the actions set out in this 
plan.   Governance arrangements are 
being put in place with a project board 
being chaired by the Head of Service 
and made up of key decision makers 
other service areas.

2 Report regularly to relevant 
Committees to ensure Councillors have 
oversight of the programme of 
improvements.

Mar-19 DG / JDI

Internal Audit have reported to 
Governance, Risk and Best Value 
Committee on 8 May 2018 and it is 
intended that further reports on 
progress will be made later in 2018.  
Similarly it is intended that progress 
will continue to be reported to 
Planning Committee with the 
Improvement Plan being developed by 
the service and the Improvement Team 
to be reported in August 2018. 

3 Ensure risk is managed and reported 
appropriately

Mar-19 DG / JDI

The risks associated with Building 
Standards are being reported to the 
Corporate Leadership Team.

Action Point



Action Target 
Date

Owner Comments StatusAction Point

4 Engage with staff so that they can 
develop, deliver and own the 
improvements Mar-19 DG / JDI

Staff have been engaged in delivering 
new ways of working for 2 project (the 
Virtual Team and CCNP / Site 
inspection)

5 Ensure compliance 
with the Scottish 
Government's 
Operating 
Framework for 
Building Standards 
Verifiers.  

Carry out a comprehensive review of 
procedural documentation and 
implement an ongoing review process 
so that new procedures are kept up to 
date. Jun-18 CW

This process is well underway with 80% 
of documents being written and 
approximately 20% signed of by 
managers.  The proposals are being 
developed so that 25% of new 
procedures are reviewed every 3 
months, thereby ensuring all are 
reviewed yearly. 

6 Develop quality assurance processes to 
ensure that checks are in place 
throughout the building warrant 
process (from submission of 
application to acceptance of 
completion certificate). 

Dec-18 DG

The first part of this project is 
underway, with methods being 
developed to ensure robust checking 
procedures are in place for the 
application stage of the process.

7 Develop methods to allow feedback 
from the quality assurance processes, 
back to individuals, to staff more 
widely and into the process of review 
of procedures.

Dec-18 DG

These methods will follow the 
implementation of quality assurance 
checks

8 Document procedures for contingency 
planning. Jun-18 DG

This work is now complete with the 
existing procedure documented.



Action Target 
Date

Owner Comments StatusAction Point

This project is underway, with the first 
part, the review of the CCNP process 
complete.  Staff training has been 
completed on this.  The revised CCNP is 
now being delivered on the computer 
system.

The site inspection process has been 
reviewed.  As a result a team of 
dedicated site inspecting surveyors is 
being formed. 

Continue to allocate work in the 
"shared services" arrangements with 
partner authorities. 

In long term seek to reduce this and 
ensure it is used as only contingency 
arrangement. 

12 Deliver mobile electronic devices to 
reduce paper handling of applications.

Sep-18 DG/JDI

Discussions are being had between the 
Council and its IT provider on the 
potential to pilot different tablet 
computer options. 

Dec-18 JDI

Upgrade the back office case handling 
and document management systems

The current back office systems are 
significantly out-of-date and not 
supported by the supplier. An upgrade 
has been commissioned which will 
signficantly improve functionality and 
benefit both staff and customers.

9 Improve turn 
around times for 
the issuing of first 
reports on 
building warrant 
applications and 
improve the 
timescales for 
granting building 
warrants.

Complete the review of Construction 
Compliance Notification Plans (CCNP) 
and site inspection processes to enable 
a more streamlined process that will in 
turn free up time for plan reporting in 
the area teams.

Dec-18 RG

10

Mar-19 RG / CN

This is continuing to be done with 
additional partner authorities being 
approached in order to provide greater 
resilience. 

11



Action Target 
Date

Owner Comments StatusAction Point

13 Review income to establish the extent 
of increase in income and consider how 
this could can be reinvested in the 
service to ensure sustained 
performance improvement.

Jun-18 DG / JDI

It has been established that the fee 
increase has led to an increase in 
income.  Additional recruitment to free 
time for professional staff to focus on 
delivery of the improvement plan is 
being considered as a result of this. 

14 Develop and 
implement a 
customer 
engagement 
strategy

Develop and implement the strategy 
with the objective of ensuring that 
customer insight helps drive service 
improvements. Jun-18 DG

Consideration is being given to the 
adoption of the principles of Customer 
Service Excellence with a longer term 
objective of achieving that standard for 
the service.  Developing the strategy is 
the first part of that process.

15 Monitor customer satisfaction using 
surveys and focus groups

Dec-18 DG

Customer satisfaction surveys are in 
place accompanying warrant decisions. 
However feedback so far has been 
limited. The decision letters are being 
reviewed to make the post warrant 
survey more prominent.

16 Increase the extent to which the 
Contact Centre can answer queries

Jun-18 CW

This project is underway with new 
scripts in place to enable a greater 
quantity of queries to be answered 
directly by the contact centre.



Action Target 
Date

Owner Comments StatusAction Point

17 Improve the Building Standards web 
pages to enable more customers to self-
help and have sight of a greater level of 
information about the service. Jun-18 DG

This project is underway with a review 
of the existing website carried out and 
additional webpages added on 
Customer Engagement (including 
complaints) and Pre Warrant Customer 
Agreements.
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Planning & Building Standards Customer Service Charter

What this Charter does
This Charter explains what the Council’s Planning and Building 
Standards service does and what its customers can expect from 
us. It begins by setting out what you can expect from us when 
contacting the service and then more specific standards linked 
to our three main responsibilities which are:

Planning
• To prepare a policy framework that sets out how land should

be developed and our natural and built places protected;

• To consider and make decisions on applications for planning
permission, listed building consent and other types of
application and investigate breaches of planning control to
ensure the development of our City is properly managed;
and

Building Standards
• To consider and make decisions on building warrant

applications, completion certificates and property
inspections to secure the health, safety, welfare and
convenience of users and achieve sustainable development.

What you can expect from us
If you contact us by telephone:

• We will help you with your query on the spot if we can

• We will direct you to further information online, including
online forms to request pre-application advice

• If you leave us a comment on Twitter or the Planning Blog:

• We will respond within 2 workings days if needed

• Consider whether we need to make service improvements to
address concerns

• We will direct you to further information online.

If you email or write to us:

• will respond to you within 10 working days or tell you if we
need longer

• ensure our response is free from jargon and easy to
understand

• direct you to further information online, including online
forms to request pre-application advice

• translate information into large print, other languages or
Braille if needed.

If you visit us:

• we will advise  you when the Planning & Building Standards
help desks are available for general enquiries

• one of our staff will give you information that meets your
needs or direct you to where you can find it online, including
online forms

• see you within five minutes of your appointment time

• have friendly public offices, with clean and tidy waiting areas.
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Policy Framework
What the Planning System does is set out by the Scottish 
Government in legislation, guidance and advice. Further 
information is available at www.gov.scot/planning

Scottish Government legislation requires that all Councils 
prepare a document setting out principles for where 
development of land will be allowed and where buildings and 
green spaces will be protected. These are called Development 
Plans. In Edinburgh, the Scottish Government requires that this 
Development Plan be made up of two documents: the Strategic 
Development Plan and the Local Development Plan.

The Strategic Development Plan for Edinburgh and 
South East Scotland sets out broad principles for the future 
use of land over a 20 year period on matters that cross Council 
boundaries. This includes key topics such as how many new 
houses are required, how they should be spread across the area 
and whether green belt land should remain as green belt.  This 
document is not prepared by City of Edinburgh Council but by a 
partnership of the six Councils in the area called SESplan. It must 
accord with the Government's Scottish Planning Policy.

The Strategic Development Plan - 
what you can expect from us
The Strategic Development Plan is prepared, and consulted upon, by SESplan 
(see above). We will advise you to contact them directly if we cannot answer your 
questions about it. 

Further information is available at www.sesplan.gov.uk

The Local Development Plan for Edinburgh contains 
detailed policies and proposals that must follow the principles 
set out in the Strategic Development Plan. The document 
sets out policies and proposals for the future use of land and 
the protection of the natural and built environment over a 10 
year period. This includes key topics such as identifying sites 
for housing to meet the requirements set out in the Strategic 
Development Plan discussed above. Preparation of the 
document begins with the main consultation stage where the 
Council produce a Main Issues Report presenting options, and 
asking for your input on how they meet the requirements that 
have already been set by both Scottish Government policy and 
the Strategic Development Plan. 

The Planning and Building Standards Service can also prepare 
more detailed guidance, for example on design, which forms 
part of the Local Development Plan but is prepared at a 
later time. This is called Supplementary Guidance and must 
meet Scottish Government requirements on preparation, 
participation and adoption. 

The Local Development Plan - 
what you can expect from us

The programme for preparing the Edinburgh Local Development Plan and details of all 
opportunities to comment on it can be found in a document called the Development 
Plan Scheme at www.edinburgh.gov.uk/localdevelopmentplan. 

We will update this document annually.
We will use a range of ways of making sure there are opportunities to comment on 
future plans including using the Council’s Consultation Hub, drop in sessions,interactive 
website information and workshops. We are led by what communities find most 
informative.

http://www.gov.scot/planning
http://www.sesplan.gov.uk
http://www.edinburgh.gov.uk/localdevelopmentplan
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As stated above, the “Development Plan” for the city consists of 
the Strategic Development Plan and the Local Development Plan. 
Planning applications must be decided in line with the content 
of the Development Plan unless there are important planning 
reasons for an alternative decision. 

Planning Applications

This charter explains what you can expect to happen when 
you want to make an application for planning permission or 
other planning consents  and when you want to comment on 
someone else’s application. It then explains what happens when 
making a decision on a planning application. 

All applications for planning permission are grouped in terms of 
size and importance of the type of development that is being 
proposed. National developments are proposed by Scottish 
Government, are of Scotland-wide significance, and are the 
top tier in the hierarchy. An example is the new Forth Crossing. 
Below national developments are major developments which 
are of a size and scale to be considered of major importance. 
Examples might be a new shopping centre, a business park 
or a large scale housing development. All development 
proposals which are not national or major are classed as local 
developments. Examples are house extensions, small scale 
housing development of less than 50 houses and changes to 
the use of a property.

Anyone proposing a national or major development must carry 
out pre-application consultation with the local community to 
allow them to be better informed and to have an opportunity to 
contribute their views to the developer prior to the submission 
of a planning application. Developers must submit a Proposal of 
Application Notice with details of  consultation at least 12 weeks 
before they want to submit a planning application. 

Further information is available on our major applications web page 

Pre-Application Consultation - 
what you can expect from us
We will assess Proposal of Application Notices in accordance with the Edinburgh 
Planning Concordat, a document that sets out how the Council, communities and 
developers work together on major developments.

We will expect developers to carry out more than the minimum consultation for more 
complex and contentious cases and we will encourage developers to set up websites 
to allow communities to access information and make comment more easily.

Making an application for planning permission, and all 
types of applications, is quicker when done online and it helps 
to avoid many of the reasons for applications not being valid on 
receipt. 
• Online applications are submitted via the Scottish

Government E-planning website at www.eplanning.scotland.
gov.uk

• Should you wish to submit your application on paper, all
types of form can be downloaded from the E-Planning
website.

As well as applications for planning permission, there are many 
other types of application depending on what it is you are 
proposing. Further information is available in the Council’s guide 
to Validation of Applications. 

If you are unsure what type of application to apply for, visit our 
webpage on Permissions for Development . 

If you are unsure whether you need planning permission or 
other consents, read our online information and you can then 
decide whether to make an application.

http://www.edinburgh.gov.uk/info/20067/planning_applications/756/submitting_a_major_planning_application
http://www.edinburgh.gov.uk/info/20067/planning_applications/404/get_involved_in_major_development_proposals
http://www.edinburgh.gov.uk/info/20067/planning_applications/404/get_involved_in_major_development_proposals
http://www.eplanning.scotland.gov.uk
http://www.eplanning.scotland.gov.uk
http://www.edinburgh.gov.uk/info/20067/planning_applications/755/apply_for_planning_permission/3
http://www.edinburgh.gov.uk/info/20134/permissions_for_development
http://www.edinburgh.gov.uk/info/20067/planning_applications/1149/work_that_may_not_require_planning_permission
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The completion and submission of planning application 
forms, and all other types of application, can be submitted by 
applicants themselves or using a professional agent, such as an 
architect. 

Making an application for planning permission – 
what you can expect from us
Within 5 working days, we will check your application and advise you of any 
problems. It is the responsibility of the applicant to ensure that their application 
is submitted correctly. Further information on the process and what should be 
submitted is available in the Council’s guide to Validation of Applications

Within 10 working days of a valid application being received, we will send 
you an acknowledgement letter and inform you of the planning officer who will be 
dealing with it and the timescale for making a decision.

If a professional agent is used to submit a planning application, we will deal with 
the agent rather than the applicant in all discussions and negotiations. It is the 
responsibility of the agent to keep their client informed of progress and of any 
requirements of, or delays to, the process. 

Within 15 working days of a valid application being received, we will carry out 
neighbour notification and consult on the application, where it applies. Notification 
involves sending a letter to all postal properties within 20 metres of the application 
site giving details of the proposal and highlighting that comments must made to 
the planning service within 21 days from the date of the notification letter. Some 
applications are also advertised in the Evening News and a site notice is put up 
nearby.

Within 20 working days of a valid application being received, we will visit the 
site where appropriate.

The case officer will advise if changes are needed to make the proposals acceptable. 
In some cases, where substantial changes are needed, we will refuse the application 
or advise the applicant to withdraw their application and re-apply. If we do accept 
amendments during the application process we will only arrange for neighbours to 
be re-notified if the changes raise new planning matters. 

Applications can be tracked on the Planning and Building Standards Portal for any 
amendments.

Planning Performance Targets
90% of approved major developments within the year to show added value

      quality improvements

90% of householder applications determined within 2 months

75% of non-householder applications determined within 2 months

75% of listed building consent applications determined within 2 months

Commenting on someone else’s
planning application 
If you wish to look at a planning application or decision, or on 
an application, you can do so via the Planning and Building 
Standards Portal. Your comments cannot be treated as 
confidential for a number of reasons:

• if the application is refused, the applicant needs to know
about objections if deciding to appeal;

• the closeness of an objector to the application site may be an
important factor in the decision

• comments on an application are part of the background
papers and have to be available under Freedom of
Information and Environmental Information Acts.

http://www.edinburgh.gov.uk/info/20067/planning_applications/755/apply_for_planning_permission/3
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
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Only comments relevant to planning issues can be considered 
as part of the assessment of the planning application. Relevant 
planning issues include:

- traffic and parking - appearance of the area - impact on

a conservation area - setting or character of a listed building -

loss of significant landscape features - noise and disturbance

- effect of cooking odours - loss of sunlight or daylight –

overshadowing - privacy - economic benefits.

We cannot consider comments on non relevant planning 
    issues, such as:

- loss of private view - effect of the development on property

values - building regulation matters.

Racist remarks may be forwarded to Police Scotland.

Our guide to Commenting on Planning Proposals outlines how 
to ensure you make a valid comment. 

Comments must be received within 21 days of the date of 
registration, neighbour notification letter, or advertisement 
in the press, whichever is later. Extra time is given for public 
holidays and if the application has an Environmental Impact 
Assessment.

There is no statutory provision for the public to make comments 
on some application types eg. tree applications and certificates 
of lawfulness.

Community Councils should contact the case officer if they 
need more time to comment.

Commenting on someone else’s planning application 
what you can expect from us
You will have the opportunity to receive an automatic email acknowledgement when 
commenting online using the Planning and Building Standards Portal.  

We will send you a letter acknowledging receipt if you comment by letter or email.

We will consider all comments on applications provided they are submitted on 
time and the comments are relevant to planning issues. We will only consider 
late comments if they raise important planning matters that were not previously 
considered. We do not accept anonymous comments.

We will make your comments known to the agent but we will not make your personal 
details available at that time.

We will only re-notify you of changes to the application if they raise new planning 
issues: changes can be tracked on the Planning and Building Standards Portal.

We are unable to discuss the merits or demerits of a case with objectors or other 
third parties when an application is being considered as this may affect the objective 
assessment of the proposal.

We will inform you of the decision on the planning application.

Comments on Committee items will be publicly available online but we will redact 
personal information such as email addresses, phone numbers and signatures. 
Comments will be taken offline 6 months after the decision is issued.

We will deal with requests for comments to be taken offline before 6 months as 
sympathetically as possible. 

http://www.edinburgh.gov.uk/info/20067/planning_applications/288/view_and_comment_on_planning_applications
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
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Making a decision on a planning 
application
Once the application, including the responses from consultees, 
and public comments has been assessed by the planning 
officer, a report of handling is prepared. Decisions on planning 
applications are taken in one of two ways. In some cases, the 
decision can be made by planning officers and is referred to as 
a “delegated decision”. Delegated decisions make up the vast 
majority of all decisions and enable quicker decisions on simpler 
cases. They are usually the less contentious, smaller applications, 
but can include cases with objections or which are being 
recommended for refusal.

In other cases the planning officer makes a recommendation 
to the Development Management Sub-Committee or a full 
Council meeting in some circumstances and the decision is 
then taken by the City’s councillors.

Making a decision on a planning application – 
what can you expect from us
We will notify you or your agent within 4 working days of the decision being made. 

We will notify all those who have made comments on the application within 4 
working days of the decision being made. 

We will place a copy of the decision notice and the report of handling on Planning 
and Building Standards Online Services

If a scheme needs to be changed after the decision, we will assess the proposals to 
see if they raise any new planning issues which might change the substance of the 
consent. If so, we will ask for a new planning application. If the changes do not raise 
any new planning issues which change the substance of the consent, we will vary 
the consent; neighbours and other interested parties will not be notified of these 
changes but they can be tracked on  Planning and Building Standards Online Services.

Planning permission lasts for 3 years although we can make a 
Direction for it to be longer or shorter.

If an applicant is unhappy about a delegated decision taken on 
a local development, or the application has taken longer than 
the legal time limit, they can request a review by the  Planning 
Local Review Body.

In cases that cannot be decided by a Local Review Body, the 
applicant has the right to appeal to Scottish Ministers. 

Further information is available at www.dpea.scotland.gov.uk

There is no 3rd party right of appeal in Scotland. This means that 
if anyone commenting on an application is unhappy about the 
decision, they cannot ask for a review and they cannot appeal 
to Scottish Ministers. We will direct any aggrieved parties to our 
Report of Handling which explains the reasons for our decision. 
We are unable to respond if you think the decision was wrong. 
However, you can complain if you thought our processes or 
procedures were wrong in coming to the decision.

https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
http://www.edinburgh.gov.uk/info/20067/planning_applications/755/apply_for_planning_permission/4
http://www.edinburgh.gov.uk/info/20067/planning_applications/755/apply_for_planning_permission/4
http://www.eplanning.scotland.gov.uk
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BUILDING STANDARDS APPROVAL

Model Form A • Amended • May 2011

Application under section 9 for a warrant to construct, demolish or convert a building, or to provide services,
fittings or equipment in or in connection with a building.

Application for Building Warrant
Building (Scotland) Act 2003

Applicant

Name

Address

Post code

Telephone

Fax

E-mail

Duly authorised Agent (if any)

Name

Address

Post code

Telephone

Fax

E-mail

Owner (if different from applicant) (see note 1)

Name

Address

Post code

Telephone

Fax

E-mail

Location of building or site to which
the application relates

Address

Post code

Use of Building
If a new building or extension, please state the
proposed use

If an existing building, please state:
1 Current use

2 Proposed use

Is this a conversion in terms of the regulations?
(see annex 1) Yes No

If yes please state which description of conversion
applies

Proposed work
Please give brief description of work, and state
whether it is to construct (erect, extend, or alter)
and/or convert; provide services, fittings or
equipment; or demolish.

Page 1

Building Warrants
What the Building Standards System does is set out by the 
Scottish Government in legislation, guidance and advice. 
Further information is available at 

www.gov.scot/buildingstandards. 

There is a separate National Customer Charter.     

You should be aware that to carry out work which requires a 
Building Warrant, without first having obtained this type of 
approval, is an offence in terms of Section 8(2) of the Building 
(Scotland) Act 2003.

Making a Building Warrant Application

Before you carry out any building work to your building, you 
should check if you need a building warrant. Most work needs 
a building warrant which you must get before starting work 
otherwise there will be legal complications if you want to sell 
your property. 

Applications for a Building Warrant should be made at 
eBuildingStandards.scot. Paper forms can also be downloaded 
from here.

You can download our guidance on making a Building 
Warrant application, along with our Building Warrant fees list 
showing how much your application will cost. 

Making a Building Warrant Application – 
what you can expect from us
Within 4 working days, we will carry out an administrative check on your 
application and advise you of any problems after this check. Alternatively, we will let 
you know your application is valid and is being progressed.

Building Standards Performance Targets
95% of first reports on building warrant applications, telling you if you 

need to make changes to your proposals to comply with current building 
regulations  to be issued within 20 working days. 

Making a Decision on a Building Warrant 
Application
The City of Edinburgh Council will grant a building warrant 
if they are satisfied that the building will be constructed in 
accordance with the building operations regulations and the 
building standards regulations. A warrant for demolition will 
be granted if the requirements of the building operations 
regulations will be met.

Making a Decision on a Building Warrant – 
what you can expect from us
We will seek to minimise the overall average time taken to grant a building warrant 
measured from the date of lodging to the date of granting the warrant.

http://www.gov.scot/buildingstandards
http://www.edinburgh.gov.uk/info/20212/property_planning_and_housing/587/building_standards_customer_service_charter
http://www.edinburgh.gov.uk/info/20140/building_warrants
http://www.edinburgh.gov.uk/info/20140/building_warrants/591/apply_for_a_building_warrant
http://www.edinburgh.gov.uk/info/20140/building_warrants/591/apply_for_a_building_warrant
https://www.ebuildingstandards.scot/eBuildingStandardsClient/
1651095
Highlight
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Building Standards Performance Targets
90% of building warrants, if the final revised drawings are altered to the 
Council’s satisfaction, to be issued within 10 working days.

90% of completion certificates to be issued within 5 working days after 
final inspection.

90% of requests for a site inspection in relation to a completion certificate 
to be responded to within 5 working days.

1651095
Highlight

1651095
Highlight

1651095
Highlight
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s
Seeking Advice
The Council is committed to giving advice on a range of 
planning and building warrant proposals. If you are unable 
to go online to seek advice, please visit your nearest library or 
neighbourhood office where staff will be able to help. A paper 
based system will be available if this is not possible.

Seeking Advice – 
what you can expect from us
If you have a general enquiry about a planning or building warrant matter, we will 
aim to respond within 10 working days. As part of this process, we will advise you 
to where you can find the information online.
The Planning and Building Standards Help Desks will be open from 9am to 1pm for 
general enquiries every week day other than between Xmas and New Year.
If you are seeking advice on a particular proposal, we will ask you to complete a 
pre-application advice form so that we can ensure we have all the information we 
need to be able to give advice. As part of this process, we will advise you to where 
you can find information online.
We will then send the enquiry to the team for the area. 
We aim to respond within 10 working days.
We will not generally give advice on the following types of development as the 
information can be found online - householder development - windows - driveways 
- straight forward change of uses - adverts.
Pre-application advice will normally be restricted to large, unusual or contentious 
cases or on smaller complex cases where policies or guidance and regulations are 
open to interpretation.

We will arrange a more formal response for these more complex proposals.

Requests for meetings will be handled by team managers and these will be decided 
based on the complexity and/or size of the proposals.

Professional agents will normally be advised to do their own assessment of whether 
permission is needed and make the appropriate applications.

Works where there is no Record of 
Permission
We understand that sometimes work is carried out and there is 
no record of permission. This is called retrospective works. This 
can be particularly frustrating when you are trying to sell your 
house. 

In relation to Planning:
If the works were done more than 4 years ago to your house, 
they are then legal under planning law but if you need a formal 
letter to confirm this, you will need to apply for a certificate of 
lawfulness. Other types of development such as a change of 
use, other than to a house, have a longer period (10years) before 
they become legal.

It may be that the works did not need planning permission but 
again you need to apply for a certificate of lawfulness if you 
want legal confirmation.

 If you have a listed building and have done work to it without 
consent or confirmation that you do not need consent, you 
should read our guidance note on Selling Your Home or apply 
for listed building consent if this is insufficient. We do not issue 
letters of comfort.

You can check online whether work has consent using our online 
services or historic planning records

Finally, if you are concerned that work has been carried out 
without permission, please fill in an enforcement breach form 
so we can investigate. You can find out more about Enforcement 
standards in our Enforcement Charter.

http://www.edinburgh.gov.uk/info/20067/planning_applications/409/apply_for_a_certificate_of_lawfulness
http://www.edinburgh.gov.uk/info/20067/planning_applications/409/apply_for_a_certificate_of_lawfulness
http://www.edinburgh.gov.uk/download/downloads/id/1835/selling_your_home_guide
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
http://www.edinburgh.gov.uk/info/20108/planning_decisions/913/historic_planning_records
http://www.edinburgh.gov.uk/info/20066/enforcement/550/report_work_without_planning_permission
http://www.edinburgh.gov.uk/downloads/download/700/planning_charters
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In relation to Building Standards:
If you do not have a building warrant or a certificate of 
completion, there are various ways you can get this sorted. See 
our service standards below.

Retrospective works – 
what you can expect from us
In all cases, the target response time is 10 working days.

We will direct you to our online systems if you want to check whether work has 
permission.

We will direct you to our enforcement breach form if you think work has been carried 
out without either Planning or Building Warrant consent.

In relation to Planning
We will advise you to apply for a certificate of lawfulness if you need a legal decision 
on whether planning permission is needed.

We will direct you to our guidance on Selling Your Home if work has been done to 
your listed building without consent. Alternatively you can apply for listed building 
consent as we do not issue letters of comfort.

In relation to Building Standards
We will ask you to apply for a property inspection if the work is of a minor non-
structural nature and was carried out and completed before 1st May 2005 and you do 
not have a building warrant for the works. There is a charge for this.

We will ask you to submit a Completion Certificate Where No Warrant Was Obtained 
if the work was carried out and completed on or after 1st May 2005, together with 
plans and the relevant fee.

We will ask you to apply retrospectively using our confirmation of completion service if 
you have a building warrant but do not have a completion certificate.

Information Requests
The Planning and Building Standards Service holds a great deal 
of information. Some has to be kept in perpetuity, but other 
information is only kept in accordance with a records retention 
schedule. Under the Public Records (Scotland) Act 2011 the 
Council is obliged to keep schedules of what records we keep 
and for how long we keep them. You can check if we’ve already 
published the information that you want on our Access to 
Information webpage .

Anyone has a right to request information from a public 
authority. Many planning applications and certain data relating 
to building warrants are available online on our Public Access  
system and you may find the information you want there. Paper 
records are also available to view and copy.

If you cannot find the information you want online, you can 
make an Environmental Information Request (EIR). Please ask 
us in writing using the online form on our website or by email 
or post. EIR requests are dealt with centrally within the Council 
and Planning and Building Standards will send any information 
requests to that unit for processing.

Copies of Tree Preserevation Orders are available for inspection 
at the Planning and Building Standards Reception area during 
office hours.

Information Requests – 
what you can expect from us
We will hold information in accordance with our records retention schedule.
We will make information available online in accordance with the Council’s publication 
scheme.
The Plan Store where you can view and copy paper records, when authorised to 
do so, will be open from 9am to 12 noon and 2pm to 4pm, Monday to Thursday. It 
is closed all day Friday and between Christmas and New Year.
We will send any environmental information requests to the FOI team for 
processing and you will receive a response within 20 working days. 

http://www.edinburgh.gov.uk/info/20067/planning_applications/409/apply_for_a_certificate_of_lawfulness
http://www.edinburgh.gov.uk/download/downloads/id/1835/selling_your_home_guide
http://www.edinburgh.gov.uk/info/20067/planning_applications/1066/apply_for_listed_building_consent
http://www.edinburgh.gov.uk/info/20067/planning_applications/1066/apply_for_listed_building_consent
http://www.edinburgh.gov.uk/download/downloads/id/2910/application_for_property_inspection_service
http://www.edinburgh.gov.uk/download/downloads/id/1231/completion_certificate_where_no_building_warrant_obtained_-_submission_form
http://www.edinburgh.gov.uk/download/downloads/id/2909/application_for_confirmation_of_completion
http://www.edinburgh.gov.uk/info/20032/access_to_information/896/how_to_find_or_ask_for_information
http://www.edinburgh.gov.uk/info/20032/access_to_information/896/how_to_find_or_ask_for_information
https://citydev-portal.edinburgh.gov.uk/idoxpa-web/search.do?action=simple&searchType=Application
http://www.edinburgh.gov.uk/info/20032/access_to_information/901/ask_for_environmental_information
http://www.edinburgh.gov.uk/info/20032/access_to_information/896/how_to_find_or_ask_for_information
http://www.edinburgh.gov.uk/info/20032/access_to_information/896/how_to_find_or_ask_for_information
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Complaints
We will consider all complaints made about the way in 
which your planning application, building warrant, enquiry 
or comment was dealt with. However, disagreement with 
a decision of the Council will not, in itself, be a ground for 
complaint and in many situations there is a separate procedure 
for an applicant to appeal against such decisions. As such we 
will not discuss the merits or de-merits of a decision and we will 
direct you to the Report of Handling which sets out the reasons 
for the decision.

The quickest way to sort things out is to talk to the officer 
concerned. However, if this does not work our formal 
complaints procedure has two stages:

• frontline resolution

• investigation

Frontline resolution

We will respond to your complaint within five working days. 
We aim to resolve your concerns within this timescale. If we 
need more time, we'll let you know. If you are not satisfied 
with our response you can ask us to review your complaint.

Investigation

We will appoint a senior Council officer to review your 
complaint. We will tell you who the Council officer is 
and respond within 20 working days. If your complaint 
is complex, we may be unable to resolve your concerns 
within this timescale. Instead we'll contact you to agree a 
different date.

If you are still not satisfied, you can then contact the 
Scottish Public Services Ombudsman (SPSO)

Complaints – 
what you can expect from us
If you make a complaint:

We will aim to resolve it on the spot

We will respond to you within five working days if we can't resolve it straight away
We will investigate your complaint if you are still not satisfied, and give you a final 
response within 20 working days unless we need longer.

Data Protection
When handling personal data the Council must do so fairly 
and lawfully in accordance with the Data Protection Act. There 
is a requirement for us to provide public information on how 
planning decisions were taken. If you are thinking of lodging a 
planning application, or commenting on a planning application, 
but do not wish your contact details to be placed in the public 
domain then you should consider asking your architect, or a 
solicitor, to lodge the application or representations on your 
behalf . Their contact details would then be shown in place of 
yours. 

Personal signatures, e-mail addresses and telephone details 
will be removed from our online records. Where appropriate 
other “sensitive” personal information within documents will 
also be removed prior to publication online. However, all other 
information relating to a planning application may be publicly 
available. In relation to Building Standards only those people 
with a defined interest are able to have copies of Building 
Warrant approved plans.
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If you are unhappy that information about you is published 
in connection with a planning application please contact the 
Council at planning@edinburgh.gov.uk and, depending on the 
nature of your concern, we will consider what we can do about 
the matter.

Data Protection – 
what you can expect from us
We will comply with the Data Protection Act when we publish information.

We will redact any personal email addresses, phone numbers, signatures and other 
personal information from our online records

We will consider whether we can remove information from our website if you are 
not happy about its publication.

mailto:planning@edinburgh.gov.uk
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The City of Edinburgh Council  -  Place  -  May 2018

Contact Us
Phone Planning and Building Standards

0131 529 3550 

Planning Enquiries

planning@edinburgh.gov.uk

Building Standards Enquiries 

buildingwarrant.applications@edinburgh.gov.uk 

www.edinburgh.gov.uk/planning

www.edinburgh.gov.uk/building warrants
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