Appendix to Rodney District Council Application

PROCESS NOTE FOR RESOURCE CONSENT AND BUILDING CONSENT CASE MANAGEMENT PROCEDURE 

1.0 OBJECTIVE

1.1 To provide one point of contact for (selected) applicants where one or more consents relating to the same project, site or general area are to be processed.

1.2 To ensure integrated application advice and assessment service by drawing together a team of technical staff from all relevant Council Departments (e.g. building; resource consent; environmental health) to advise the applicant upon a development proposal. 
1.3 To allow a comprehensive and structured approach to the processing of the submitted proposal, up to and including the monitoring of a successful outcome.
1.4 To build upon and strengthen customer relations in order to pursue a collaborative approach and framework and facilitate the implementation of Vision Rodney and the Customer Service Strategy.

1.5 To achieve quality outcomes by allowing Consent officers to manage the process of assessing applications more effectively and exercising balanced judgments. 

2.0 RESPONSIBILITY AND AUTHORITY

2.1 The Manager: Resource Consents and Manager: Building Consents have the overall responsibility and authority to ensure this procedure is followed.

2.2 The Case Management Team will have the ongoing responsibility to ensure the procedure is followed.

2.3 The Case Management Team can be lead by the Manager: Resource Consents, Team Leader: Resource Consents, Senior Planners, Manager: Building Consents, Operational Manager Building Consents and the Technical and Process Improvement Coordinator. 

2.4 The objectives, roles and accountabilities of a Case Manager are: -

· To lead a team of Council Staff and/or consultants where necessary to advise on and process one or more development applications relating to the same site or sites.

· To be the applicants primary point of contact for inquiries and information relating to the specific application/s.

· To facilitate a close working relationship with the applicant (or agent) and all necessary people within the Council.

· The Case Manager will be appointed from the Resource Consent and or Building Consent Teams and will be the professional officer with the most involvement with the allocated stage of the submitted application.

· To ensure the best outcome the case management of a project could transfer from a resource consent officer to a building officer, where this is required, to ensure the best level of customer service. 

· The Case Managers will receive ongoing training and will be supported by senior staff where appropriate.

· They will be required to adopt a pro-active client focused service attitude in their role and a collaborative approach in order to facilitate the satisfactory resolution of issues, within the context and aims of Vision Rodney.
· They will be responsible for the arrangement of meetings either at the request of the applicant (as deemed necessary by the Case Manager) or by their own judgment and to organize the attendance of all relevant staff at those meetings.

· The Case Manager will be required to regularly update an applicant (or agent) on the progress of an application, particularly when issues or a change in circumstances arise.

· They will have the authority to request reasonable actions to be undertaken, in connection with the case, by any other staff member from within the Directorate or Council.  If any disagreement arises from this issue the matter is referred to the Manager: Building Consents/Manager: Resource Consents for action.

· The case manager will have the responsibility of presenting and representing the Council Officer position, and where it is relevant, the Council’s decision on an application.

2.5 The role and responsibility of the Case Manager will include regular updates to the Case Management Team on significant issues arising during the assessment of the application or construction phase of the project.

2.6 A monthly management report, regarding current case management issues, will be provided to the Director: Customer Service.

3.0 RELEVANT FORMS AND RECORDS

· Case Manager Request and Briefing Sheet 
· Meeting Record Sheet

· Application File

· Check list

· General Criteria for Case Management : -
1. Proposal which is likely to raise significant resource management or building issues or;
2. Proposal that involves multiple consent or approvals from Council or; 
3. Proposal which involves significant community issues or interests or;
4. Proposals likely to raise issues of regional/national importance or;
5. Development initiatives likely to conflict with, or are key to, the aims and aspirations of the District Plan or Vision Rodney or;
6. Other application that the Manager: Resource Consents or Manager: Building Consents consider appropriate.

4.0 PROCEDURE

4.1 Consent Needed

Customer becomes aware that their development proposal will require one or more consent from the Council.  The customer checks the relevant criteria relating to the type of application which qualifies for Case Management.
4.2 Consent Management Request Sheet Sent

The customer or Council Officer completes the Case Management request sheet provided by the Department. (Form No…)
4.3 Receipt of Request
The Case Management request sheet is received.  This can be received by post, by hand, by fax or electronically by e-mail. The Case Management Team evaluates the request and determines whether to accept  the application and if accepted who the most appropriate Officer is to be appointed as Case Manager.  In making this determination the following criteria can be considered: -
· Does the development proposal meet the criteria for Case Management? If yes, appoint a Case Manager.

· The most appropriate Officer to be identified as Case Manager based upon the complexity of the particular case, the geographical area of the application and the potential political sensitivity of the case.
· Has a previous application been processed for the same or similar site in the area?  If yes it may be appropriate for the same Officer to be appointed as Case Manager.

· If first choice Case Manager is overloaded, alternative Case Manager appointed but to liaise with original Officer to ensure consistency and co-ordination of decision making.

· A determination is made as to whether the chosen Case Manager will be the processing planner for the scheme.

The Case Management Team appoints Case Manager from the approved list and outlines the proposal with the Officer.

If the criteria are met refer to 4.5.
If the criteria are not met refer to 4.4.
4.4 Request Declined

The officer appointed by the Case management team phones the customer to explain why the Case Management service is not suitable for their needs.  This advice should be confirmed in writing.

4.5 Request Approved
The officer appointed by the Case Management Team contacts the customer (telephone/e-mail) to confirm the appointment of a Case Manager.  The details of the Officer will be given and the customer informed that the Case Manger will make contact within 5 working days.

4.6 Case Manager Contacts Applicant

Case Manager contacts applicant/agent to introduce themselves, talk through the proposal and arrange the first scoping meeting. Ideally, details of the proposal should be forwarded to the Case Manager prior to any scoping meeting.
4.7 Scoping Meeting
· The scoping meeting will involve the applicant, their agents (if they so choose) and the Case Manager i.e. No other potentially involved Council staff should be present.
· The purpose of the scoping meeting is for the Case Manager to decide, based on the extent and complexity of the development proposal, which other departmental staff are required to be involved in a subsequent pre-application meeting.  For any application within a Sustainable Management Plan Area the project manager for that Plan is to be consulted regarding the composition of the assessment team.
· The Case Manager will offer to attend this meeting on site or at an alternative convenient venue.
· This initial scoping meeting will be free of charge to the customer.
· The Case Manager will request that the customer attends the meeting with all relevant plans and information necessary to identify the full scope and potential implications of the proposal.  The objective being to inform and involve all relevant Council staff at the earliest possible time.
· A file note will be made of the substance of the scoping meeting and a copy made available to the customer to ensure agreement upon the approach and content. The customer will be advised who will be the processing Planner or the responsible building consent officer for their application.
· At the conclusion of the scoping meeting the Case Manager will explain the purpose and intention of a pre application meeting.
4.8 Pre-Application Meeting

· The Case Manager will arrange for other relevant Council staff to attend the meeting to discuss issues and requirements arising from the development.  (It may also be productive for the Council team to have a pre meeting to discuss a general approach to the proposals.) This will allow the customer to be informed of any likely issues/conflicts/problems and the information/potential mitigation required to overcome them.
The purpose of this meeting is to provide a comprehensive approach to the advice given prior to the submission of the application.  Staff at the meeting will be required to identify any issue of conflict/potential gain/enhancement and offer a professional opinion in respect to the issue. 

· If the Case Manager cannot secure the attendance of other necessary staff for the meeting this must be brought to the attention of their manager.
· It is recognised that more than one pre application meeting may be needed in particular if the customer’s needs are best served by meeting separately with other “specialists” to resolve particular issues.  In these circumstances the Case Manager will co-ordinate and chair further meetings.

In situations where disputes arise between the applicant/agent and individual Officers, or between individual Officers, it will be the Case Managers role to facilitate the resolution of these disputes.  The Case Manager shall have the authority to make the balanced judgment when assessing competing demands on a proposal prior to presentation of the final package to the Case Management Team.
If it appears that the proposal is in conflict with the Statutory and Regulatory requirements, Development Plan and Vision Rodney, and is unlikely to be supported by Officers, the role of the Case Manager may alter to concentrate upon the customer care and service aspects of the process.
4.9 Report Preparation – for Resource Consents
· Following the analysis of the proposal the report will be prepared either by the Case Manager or by the processing Officer in consultation with the Case Manager.

4.10 Hearing

· The Case Manager with the processing Planner, will be present when the proposal is presented to the relevant Hearing Panel.

4.11 Decision

· If approved, the Case Manager will also be involved with the monitoring of the scheme and compliance with the appropriate conditions, liaising with the Enforcement and Compliance Team.

· If appropriate, dependent upon the nature of the proposal, and prior to the submission of an application for Building Consent, a new Case Manager will be appointed to liaise with the customer and guide the application through the process.  This will involve a hand over process between the Resource Consents Case Manager and the appointed contact for the Building Consent. 
· If declined and appealed, an alternative Case Manager will be appointed to oversee the appeal and act as mediator for the Council.

