Building Control & Planning Customer Service Charter 

Our pledge to you 

We will: 

· Listen carefully whilst respecting confidentiality 

· Ensure that you are treated fairly and without discrimination 

· Provide clear information using plain English 

· Provide a friendly, approachable and professional service 

· Deal with complaints promptly & confidentially 

Building Control & Planning Customer Service Standards 

We will: 

· Aim to answer all calls within five rings (15 seconds) 

· Aim to return voice messages within 24 hours 

· Normally acknowledge emails on the same day and provide a response within 10 working days 

· Normally provide a response to all written correspondence within 10 working days 

· Aim to make help available within ten minutes of your arrival when visiting our reception area 

· Building Control Fast Track applications will be processed within three working days 

· Deal with all Planning applications within the statutory period 

