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04/12/2008

Key

On time /comp In progress Planned Late/ delayed

Improvement area Scorecard  Ext Support Responsible

w/c 01/09 w/c 08/09 w/c 15/09 w/c 22/09 w/c 29/09  w/c 06/10 w/c 13/10 w/c 20/10 w/c 27/10 w/c 3/11 w/c10/11 w/c 17/11 w/c 24/11 w/c 01/12 w/c 08/12 w/c 15/12 w/c 22/12 w/c 29/12 w/c 05/01 w/c 12/01 w/c 19/01

Training & Development Int Business Jan Roberts Glenn

Team planning workshop 1, mgt team Complete

Team planning workshop 2, whole team Complete

Management by Objectives, mgt team  Complete

Personal Development planning, mgt team Complete

Team development /effectiveness workshop  Complete

Getting the best from your people,coaching  Date TBC

Customer Workshop 1 m

Customer Workshop 2 Planned

Customer service training Planned

Managing Change workshop , mgt team Date TBC

Protocol Improvement Pub Interest Frank

Review existing protocols Complete

Ammend and document new Complete

Communicate and issue Complete

Gather feedback via Focus groups  Complete

Alter format where necessary  Complete

Capture protocol adherence in objectives  Complete

Carry out facilitated effectiveness review  Date TBC january 2009 intended planned

Customer Service Improvement  Private Cust Jan Roberts John/Jock/Edddie

Vision clarification & Strategy creation Complete

Define Service level standards  Complete

Understand Customer needs In Progress

Review Customer service KPI's Complete

Identify process changes      in progress

Implement process changes      planned

Carry out customer reviews planned

Re define customer charter planned

Business Plan Creation Int Business Jan Roberts Angus / Ian

Formalise Operational improvement plan Complete

Clarify 3 year vision  Complete (in BP)

Produce draft 3 year plan for discussion Complete

Finalise 3 year plan for submission  Planned

Review progess to plan
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05/12/2008

Key

On time /comp In progress Planned Late/ delayed

Improvement area Scorecard  Ext Support Responsible

w/c 01/10 w/c 08/10 w/c 15/10 w/c 22/10 w/c 29/10 w/c 06/11 w/c 13/11 w/c 20/11 w/c 27/11 w/c 3/12 w/c10/12 w/c 17/12 w/c 24/12 w/c 01/13 w/c 08/13 w/c 15/13 w/c 22/13 w/c 29/13 w/c 05/02 w/c 12/02 w/c 19/02

Training & Development Int Business Jan Roberts Glenn

Team planning workshop 1, mgt team Complete

Team planning workshop 2, whole team Complete

Management by Objectives, mgt team  Complete

Personal Development planning, mgt team Complete

Team development /effectiveness workshop  Complete

Getting the best from your people,coaching  Date TBC

Customer Workshop 3 m

Customer Workshop 4 Planned

Customer service training Planned

Managing Change workshop , mgt team Date TBC

Protocol Improvement Pub Interest Frank

Review existing protocols Complete

Ammend and document new Complete

Communicate and issue Complete

Gather feedback via Focus groups  Complete

Alter format where necessary  Complete

Capture protocol adherence in objectives  Complete

Carry out facilitated effectiveness review  Date TBC january 2009 intended planned

Customer Service Improvement  Private Cust Jan Roberts John/Jock/Edddie

Vision clarification & Strategy creation Complete

Define Service level standards  Complete

Understand Customer needs In Progress

Review Customer service KPI's Complete

Identify process changes      in progress

Provide KPI reports to staff and stakeholders

Review KPI performance on monthly basis

Continually Improving  CI Ian /Angus

Carry out documented best practice reviews

Celebrating success team events/ rewards

Improving our finances Finance Richard/Sheila L

Implement verification time recording system

Implement robust financial recording system  In progress

Identify the “Cost to serve” the customer In progress

Audit Preparation Int Business Jan Roberts Glenn

Collate evidence, perf KPI’s , outputs from  

workshops,working sessions, customer 

vision docs and feedback.

Hold team briefings for audit readiness


Building Standards Service
Seirbheis Inbhean Togail

Business Plan
Plana Gnothachais

Oct 2008 – Oct 2011

Dàmh 2008 – Dàmh 2011

Key Contact
Glenn Campbell

Building Standards Manager

The Highland Council
Planning and Building Standards

100 High Street
Kingussie

PH21 1HY

Tel 01540661700

e-mail glenn.campbell@highland.gov.uk
date : 18th December 2008
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Executive Summary
Geàrr-chunntas Gnìomhach

This Business Plan covers the period to October 2011. It sets out the scope, vision, goals and structure of the Building Standards service. It makes links directly with the aims of the Administration of the Highland Council 2009-11 and the Planning and Development Service Plan 2008-11. 

The plan is divided into 4 sections:

· Section 1 explains the background to this document, the management structure and information relating to performance measurement.

· Section 2 contains information on our short, medium and longer term visions for the service.

· Section 3 identifies service risks

· Section 4 highlights forthcoming fiscal demands likely to be placed on the service during the period of the plan.


The purpose of this Business Plan is to provide clarity on the tactical and operational goals required to transform the existing service over the period Oct 2008 to Oct 2011. It is a source of information for the customer, Council Members, Service management and staff. This is the main strategic document for the Building Standards service, outlining the current position and areas for improvement. These improvement objectives are drawn from strategies for improved customer service excellence and Balanced Scorecard performance. It is supported by a number of policies and operational improvement plans designed to deliver the Service priorities and is intended to prove flexible should circumstances dictate.

The Service must make annual efficiency savings in order to redirect resources to new areas of work and to enhance existing ones. The Service will review charging regimes where possible to maximise income. 

The plan will be reviewed via quarterly performance reviews conducted with the Chief Executive and action will be taken to ensure that objectives are delivered as closely to plan as feasible. It is from this plan that the service will identify its resource and support requirements. 

1.0
Background and Context


Cùl-fhiosrachadh is Co-theacsa

1.1 Background  
Cùl-fhiosrachadh

The Highland Council

The Council is subdivided into 3 operational areas namely: -

a. Caithness, Sutherland and Easter Ross

b. Ross , Skye and Lochaber

c. Inverness, Nairn, Badenoch and Strathspey

The Administration of the Highland Council has set out its programme leading up to 2011. This will cover 5 themes, which can be read in the council’s web pages but essentially are;

· What we will do for Children and Families

· What we will do for Communities and Older People

· What we will do for the Economy

· What we will do for our Environment

· What we will do to make Highland Council more effective and efficient
The programme is designed to:-

1. Make the Highlands one of Europe’s leading regions

2. Creating sustainable communities with more balanced population growth and    economic development across the Highlands

3. Building a fairer and healthier Highlands.

It is our alignment with the council’s broad aim, to deliver sustainable services and development to Highland communities, that is at the heart of our Business Plan. 

It is our Vision to have a Service capable of consistently delivering customer excellence in terms of service and protection of public interest. Essential in achieving this goal is our vision for our staff. Successful delivery of this vision will require a new focus on our internal management capabilities in the areas of continual personal development, clear accountability and performance recognition and well managed succession planning and resourcing. Fundamental to the achievement of Excellent Customer Service is having a well motivated, competent and well resourced team. 

1.2 The Service  
An t-Seirbheis

The Building Standards service sits within the Planning and Development Service, one of 7 corporate and co-ordinated Council Services, these being:

· Chief Executive’s 

· Education, Culture and Sport

· Finance

· Housing and Property

· Planning and Development

· Social work

· Transport, Environment and Community 

The Building Standards Service is intended to ensure that building work carried out on both new and existing buildings will result in buildings that meet reasonable standards. The standards are set out in the building regulations as established by the Building (Scotland ) Act 2003 and are intended to:

· secure the health, safety, welfare and convenience of persons in or about buildings and of others who may be affected by buildings or matters connected with buildings,

· further the conservation of fuel and power, and

· further the achievement of sustainable development.

The Service is supported by the Building Standards Division (BSD) of the Directorate of the Built Environment, established in 2004, whose main role is to act on behalf of Scottish Government. Its role is in part, to prepare and update Building Standards legislation and guidance notes and to fulfil a Balanced Scorecard based, audit service. 

Highland Council are appointed Building Standards verifiers, our current term of verification extending until 2010. 

Protocols have been developed and implemented to ensure a consistent approach to Service delivery.

Inspections are made during construction and on completion to ensure works are compliant with regulations. The system is not a method of controlling work on site. This is a matter for the client and their architect/builder to agree.

1.3 
Market and Service Demand

Iarrtas Margaidh is Seirbheis   
1.3.1 Market dynamics / trends
Daineamaigs / gluasadan margaidh 

· Highland wide the Building Standards service on average deals with 4200 building warrant applications per year and accepts or grant in excess of 3500 completion certificates per year. The last 12 months for 2007/08 has seen the numbers reduce by 13% over the same period for 2006/07.

· On average over the last 5 years the total cost of warrantable construction in the Highlands (as derived from warrant applications) has been £328m per year  
· The Service is funded by the fees paid as part of building warrant submissions. On average over the last 5 years the fee income has been around £2.1m per year, approx 0.6% of cost of warrantable construction.

· Market intelligence in response to the current credit crisis indicates that there will be a dip in construction works across the Highlands in line with the rest of the country particularly with regard Minor and Major domestic applications and Minor business applications.

· Speculative developments, both commercial and domestic will also reduce over the following 12 months.

· Indications are that investment in public works and affordable housing will increase.

· Comparisons of more recent Planning and Building Warrant applications are enclosed in appendix 1. Trends over the last five years are consistent with the first three quarters of 2008/09 although applications numbers have dropped. The trend would be for a rise in applications at the beginning of 2009.

1.3.2 Service Demand
Iarrtas Seirbheis

The Building Standards Management Team in conjunction with the Head of Planning and Building Standards monitor and review the demands placed on the BS service from a variety of sources: - 

· staffing  
· workloads

· performance 
· customer service

· continuous improvement

· support for small business initiatives and inward investment

· forthcoming changes in Building legislation and the Technical Handbooks.

The management team regularly meet (6 weekly cycles) to ensure the BS team is prepared for these demands and changes. They also ensure continuity across the 3 area divisions and 8 area offices and maintain a consistent service to meet customer expectations.
1.3.3 Sources of Competition 
Tobraichean Farpais

Should the monopoly on verification work be removed from Local Authorities by the Scottish Government or should the verification role be lost by Highland Council through poor performance, private sector verifiers could potentially become a source of competition. It is therefore essential that high performance levels and customer loyalty are maintained. 
1.4.1 Management Structure
Structar Stiùiridh

The Building Standards Service, when at full complement of 32, comprises:-

The Head of Service, Building Standards Manager, Team Leaders, Principal Building Standards Surveyors, Senior Building Standards Surveyors, Building Standards Surveyors, Assistant Building Standards Surveyors and Building Standards Inspectors. A BS staff structure is shown in Appendix 2. Highland Council is currently implementing a Job Evaluation scheme and the outcome of this process may impact on job designations.

Administrative and clerical support is shared with the development management function. There are currently 37 support staff located in the area offices.

There are currently 14 technical support staff mainly serving the development management function but in some offices assisting with monitoring and enforcement duties.

1.4.1 Role summaries
Geàrr-chunntasan Dhreuchdan

· The Head of Service is responsible for leadership and direction of the service, in particular corporate programmes of administration, budget governance, culture change in service delivery and generating improved links to other council services.

· The Building Standards Manager (BSM) is responsible for ensuring close liaison with the BSD, ensuring staff are aware and prepared for impending changes to building legislation; developing and maintaining corporate links to statutory bodies within the council and external bodies.

In addition, the BSM is responsible for analysing performance, managing staffing and workloads, preparing and submitting the Balanced Scorecard and driving scorecard related performance changes.

· Team Leaders Building Standards are responsible for leading teams of Building Standards staff across a Council defined Operational Area in the delivery of the Building Standards function with a contribution to the wider delivery of the function across the Highland Council Area; deputising for the Building Standards Manager and Area Planning and Building Standards Manager on Building Standards matters in respect of Members, Committee, customers and in response to the Director of Planning and Development and Head of Service. At present, the BSM and TL’s form the basis of the BS Core Team.

· Principal Building Standards Surveyors are responsible for the day to day operations and functions of the 8 area offices. They are responsible for ensuring applications for warrants and submissions of completion certificates are carried out by competent personnel and for ensuring performance targets are achieved. Principals and TL’s have delegated powers to deal with enforcement procedures in terms of the Building (Scotland) Act 2003.

· Senior Building Standards Surveyors and Building Standards Surveyors are responsible to the Team Leader and have delegated powers to assess applications for building warrants, risk assess the need for and frequency of, site visits and carry out final inspections.  Under the HC Scheme of Delegation the granting of Building Warrants and acceptance of Completion Certificates is an additional responsibility of the Senior BSS’s  

· Trainee/Assistant BS Surveyors assist the Senior and BS Surveyors in their day to day duties. A clear training and development program is in place which will ensure efficient progression and maximise our “Grow you own strategy”    (see medium to long term vision phase 2).  

· Building Standards Inspectors carry out routine inspections and completion certificate inspections. As part of a continuous development process BSI’s carry out Building Warrant assessments of minor works under the supervision of senior staff. 
Risk management protocols are in place for the allocation of work taking into account the degree of complexity of the applications and experience/qualifications of the surveyors.  

1.5
Performance Measurement


Tomhas Coileanaidh

1.5.1 Key Performance Indicators (KPI’s)

Prìomh Chomharran Coileanaidh (PCC)

The performance of the service is measured using a selection of Key Performance Indicators focused primarily on customer service performance and staff development. A recent review of KPI’s and KPI performance has now been carried out and the new Indicators developed form part of the early stages of the 3 year Improvement Plan.
The KPI’s reported are:

· EXT KPI 1 – time for first response to application for building warrant to be issued – TARGET 70% within 20 working days – looking for a year on year improvement over 3 years of 3%

· EXT KPI 2 – time for first response to application/submission of completion certificate – TARGET 80% within 10 working days

· EXT KPI 3 – time to issue of building warrant from when competent plans are received - 80% within 6 days

· INT KPI 1 – time from surveyors plan check date to objection letter being posted – 3 working days

· INT KPI 2 – time from surveyor decision to issue of building warrant – 3 working days

· INT KPI 3 – time from surveyor decision to issue of completion decision – 3 working days

· INT KPI 4* – percentage of surveyor warrant assessments audited by PBSS/TL – TARGET 5% per annum

· INT KPI 5* – percentage of surveyors agreed PDP completed – TARGET 100% per annum

· INT KPI 6* – number of training hours completed by surveyor – TARGET 20 hours per annum

*Systems of measuring these KPI’s are being developed.

1.5.2 Balanced Scorecard
Cairt-sgòir Chothromaichte

In addition to our Service KPI’s, we are measured against the requirements of the BSD Balanced Scorecard. 

All authorities, Highland included, are required to submit to the BSD a Balanced Scorecard aimed at driving performance improvement.

There are 5 perspectives within the Balanced Scorecard namely :

· Public Interest

· Internal Business

· Private Customer 

· Continuous Improvement

· Finance

The Balanced Scorecard is a working tool and requires continual updating and review. 

The Balanced Scorecard combined with the service KPI’s allow a wider focus on performance. The results of the BSD Scorecard audit, held in Oct 07, was greatly disappointing. In light of this performance, our focus has been on improvement and the bulk of the improvement activity within this Business Plan is aligned with the requirements of the Scorecard. Achievement of our 3 year vision should see continual improvements in Scorecard performance.

In August 08 a short follow up audit took place with the Building Standards Division. Feedback on our improvement intentions and progress at that time was far more favourable and complimentary.    

Section 2: Proposals and Objectives
Earrann 2: Molaidhean is Mion-amasan

The Building Standards Service has an obligation to both its customers, in terms of excellent customer service, and its staff, in terms of personal development, progression and job satisfaction. It is from a position of improved morale, competency and team engagement that a culture of improved customer service can grow.

The 2007 BSD audit was critical of a range of things but most importantly, it was agreed that inadequate resourcing, communications and customer service were at the heart of the poor scorecard performance.

Work began in 2008 to address these failings and significant progress is being made. See Appendix 3 for a summary of the 2008 Improvement Plan (phase 1). 

The Improvement vision is broken down into a short term vision (phase 1), a medium term vision (phase 2) and a longer term, 3 year vision (phase 3) for the Building Standards service.

2.1 Short term vision (phase 1):
Lèirsinn gheàrr-ùine (ceum 1):
By March 2009, we will….

· See relevant performance indicators continue to improve
· Demonstrate improved and consistent standards of service
· Deliver a greater level of customer satisfaction with regained confidence.
· Successfully meet the audit requirements of our external stakeholders, the BSD.
· Demonstrate a growing culture of continuous improvement.

· Enjoy more positive feedback and support from our stakeholders, internal and external.

· Have a team who are more united and share a common direction

· Have a team who are significantly developed, their development being maintained and workloads effectively managed.   

Recent changes to senior management have resulted in increased support both financially and in resources to allow delivery of this short term vision. We have been drawing on the experience and resource of external consultants to both assist in dealing with day to day work loads and also in coaching the Building Standards management team. 

A summary of the Continuous Improvement progress made to date can be found in Appendix 5.

It is our intention to progress with the improvement activities and development training as outlined in the improvement plan, Appendix 3 and short term improvement plan objectives, Appendix 4. 

The principal focus will be on ;

2.1.1 Public Interest

Ùidh Phoblach

We will continue to review and improve our protocols, while maintaining a team who are competent and knowledgeable in all areas of Building Standards legislation 
2.1.2 Our People (Internal Business) 
Ar Daoine (Gnothachas Air An Taobh A-staigh)

We will develop the BS team in areas of management competency and team performance and effectiveness.

The effectiveness of our Communications will be reviewed with all relevant parties and a strategy of improved communication effectiveness implemented.
Roles and responsibilities will be clarified for all staff and a mechanism for performance management and personal development will be piloted within the management team, prior to rollout to wider BS team in 2009.

2.1.3 The Customer (Private Customer) 
An Neach-ceannach (Neach-ceannach Prìobhaideach)
The development of a Customer Service Strategy along with customer feedback and involvement via customer surveys and focus groups will be fundamental in improving our service delivery. We will have clear service goals, standards and underpinning values.

2.1.4 Continuous Improvement
Leasachadh Leantainneach

Our increased focus on rigorous problem diagnosis, improvement design and implementation can be seen in the work done so far in the areas of customer satisfaction and communication effectiveness. We will continue to approach each area of our business in this way, ensuring regular performance reviews are held for continual learning. These will be facilitated where required by our external consultants ensuring a culture of active learning is promoted.  
2.1.5 Finance
Ionmhas

We will develop a verification time recording system and a robust financial recording system which will enable us to identify the cost to serve the customer.
2.2 Medium term vision (phase 2):
Lèirsinn mheadhan-ùine (ceum 2):
By October 2009, we will focus on delivering the following:

2.2.1 Public Interest: we will…
Uìdh Phoblach: nì sinn na leanas...
· Develop new, and continue to review, our existing risk management protocols. We will review workloads across the Highland Council area to ensure an even distribution of work amongst Building Standards staff. Additionally, in times of peak demand we will retain the ability to outsource work to the private sector.
· Ensure new legislation proposed for 2009 will be implemented through formal training of the staff. An assessment of training needs will be carried out and budgeted for accordingly.
2.2.2 Our People (Internal Business) : we will…
Ar Daoine (Gnothachas Air An Taobh A-staigh): nì sinn na leanas...

· Demonstrate improved performance management of the team through the rolled out use of objectives and Personal Development Plan process. Although this will not be pay related, clearer individual objectives and regular performance coaching by the management team, will allow a more accurate assessment of personal development needs and reduce the opportunity for inconsistent team performance.  

· Raise our management and leadership competency through sustained development and coaching, employing external consultants where necessary. This coaching will diminish over time.

· Have created comprehensive induction and training programs for all new starts and ongoing training paths for others developed through the PDP process.

· Engage in active school leaver recruitment in order to progress with our “grow our own” initiative. 

· Demonstrate a link between our training and development programs and our succession/ career planning, making career progression a more attractive and structured proposition. This should help with recruitment and retention.

· Have addressed the need to outsource an element of service delivery, readdressing the resourcing, but where outsourcing remains, we will actively demonstrate good outsource contract management and best value for our customers.

2.2.3 The Customer (Private Customer): we will….

An Neach-ceannach (Neach-ceannach Prìobhaideach): nì sinn na leanas...

· Have a clear vision of our “non negotiable” service levels, our areas of service strength and our opportunities for service “surprises”.

· We will develop a range of professional services to meet our customer needs.

· Ensure Customer feedback and involvement has been built into the way we do business with our customers. 

2.2.4 Continuous Improvement: we will…
Leasachadh Leantainneach: nì sinn na leanas...

· Have reviewed all KPI’s, increased our portfolio of performance measures and will have demonstrated a steadily improving performance picture achieved through stronger performance management and regular review.  

· Have implemented an improved KPI data gathering system and improved performance reporting mechanism.

· Identify trends and patterns of work through KPI measurement.

2.2.5 Finance: we will ….
Ionmhas: nì sinn na leanas...

· Be regularly monitoring the verification time recording system and financial recording system.

· Identify the cost to serve the customer.

· Develop an awareness of effective budget management.

2.3 Long term vision (phase 3):

Lèirsinn fhad-ùine (ceum 3):

By October 2011, we will aim to deliver the following:

2.3.1 Public Interest: we will…
Ùidh Phoblach: nì sinn na leanas...

· Be pro-active in the consultation process and implementation of new Building Standards legislation.

· Continue to review and improve our protocols while maintaining a professional team who are competent and knowledgeable in all areas of Building Standards legislation.

· Be responsive to all associated legislation, policies and guidelines.

· Continue to monitor workloads across the HC area including responsiveness to major applications.
2.3.2 Our People (Internal Business): we will….

Ar Daoine (Gnothachas Air An Taobh A-staigh): nì sinn na leanas...

· Have a healthy pipeline of talent, through well managed training and development planning. 

· Demonstrate the practices of staff performance management and development planning which will be embedded in the way we operate.

· Demonstrate an awareness of any competitive sources to our business and will be demonstrating a greater strategic awareness of the market in which we operate.

· Have a team who continue to be united and share a common direction.

· Allow for flexibility to account for changes in conditions.

2.3.3 The Customer (Private Customer): we will…
An Neach-ceannach (Neach-ceannach Prìobhaideach): nì sinn na leanas...

· Enjoy a position of continual customer satisfaction.

· Actively drive improvements to the service via consistent, regular, embedded approach to continuous improvement and customer involvement.

· We will continue to survey and respond to our customer needs.

2.3.4 Continuous Improvement: we will…

Leasachadh Leantainneach: nì sinn na leanas...

· Achieve a change in performance levels.

· Hold a position of best practice to which other BS Services and Council led services aspire,

· Successfully meet the audit requirements of our external stakeholders, the BSD.
· Demonstrate a growing culture of Continuous Improvement.

· Consider using a Charter Mark or other self assessment tool in relation to providing an excellent customer service.

2.3.5 Finance: we will… 
Ionmhas: nì sinn na leanas...

· Strive to provide a value for money service for the customer by balancing verification fee income against expenditure.

Section 3:  Risk Assessment
Earrann 3: Measadh Cunnairt

The risks associated with successful achievement of this plan have been assessed and the results shown in Appendix 6.

In summary:

	Risk No. /Description
	Risk Rating
	Mitigating actions

	BS01:

Difficulty in recruiting and retaining staff 


	B2
	Review recruitment trends amongst BS staff, consider opportunities for training and developing existing staff. Consider “sweeteners” for new staff and graduates

	BS02:

Loss of verification work to the private sector
	D1
	Ensure a successful BSD audit and provide a “value for money” service to maintain customer loyalty

	BS03:

Low staff morale
	C2
	Develop staff training and competency levels. Encourage staff involvement and engagement. Have up to date and reviewed staff PDP’s



	BS04:

Failure to communicate effectively with customers


	C2
	Encourage feedback in communications, electronic and written. Engage in customer focus groups and provide relevant feedback. Introduce BS “clinics/workshops” for external customers to improve profile

	BS05:

Introduce lone worker system


	D3
	Review Lone Worker System with a view to drafting Service guidance for staff working alone. Establish monitoring of use and effectiveness of LWS


Section 4 : Resources / Budgets / Finances
Earrann 4: Stòrasan / Buidseatan / Ionmhasan

In order to meet the objectives for the service we will require additional spend in the areas of:

· External consultancy support for management development and facilitation of business plan delivery

· Recruitment of staff

· IT support and technologies e.g. electronic Building Standards register, additional Uniform modules, energy assessment software, improved communications hardware

· Home and mobile working in accordance with Highland Council corporate policy

· Dangerous and Defective buildings 
· External contractor support for Building Warrant workloads where necessary
The Business Support Manager will allocate a percentage of our verification fee income within the service budget for these items.

Appendix 1: Building Warrant and Planning application trends
Leas-phàipear 1: Barrantas Togail agus gluasadan a thaobh Iarrtasan Dealbhaidh
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Appendix 2 : Building Standards Structure
Leas-phàipear 2: Structar Inbhean Togail

THE HIGHLAND COUNCIL

BUILDING STANDARDS SERVICE – ORGANISATIONAL STRUCTURE-0CT 08
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	Building Standards Structure at 20.06.08
Richard Hartland

Head of Planning and Building Standards

¦

Glenn Campbell

Building Standards Manager
¦

	Frank Doherty - Team Leader Buildings Standards for Caithness, Sutherland and Easter Ross
	John Humphries – Team Leader Building Standards for Ross, Lochaber and Skye 
	Angus MacGruer – Team Leader Building Standards for Inverness, Nairn and B & S



	Caithness – 
Barry Reid -

Principal Building Standards Surveyor 

Neil Davison – Building Standards Surveyor
William Brass – Building Inspector


	Ross – 

Vacancy – Principal Building Standards Surveyor
Tony Miller – Senior Building Standards Surveyor
Scott Ramsay – Senior BSS
Craig McClymont – Assistant BSS


	Inverness – 

Ian Patience – Principal Building Standards Surveyor
Alasdair Murray – Senior BSS
Scott Willox – Senior BSS
Nigel Kemp – Senior BSS
Paul Heggie – BSS
Graham Irvine – BSS

John Glendinning – Assistant BSS
Donald McIver – Building Inspector

Building Inspector - Vacant 

	Sutherland and Easter Ross 
John Sutherland – Principal Building Standards Surveyor
Sheila Tomelty – Senior Building Standards Surveyor
BSS x 2 posts - Vacant 


	
	

	
	Lochaber – 

Vacancy - Principal BSS
Donald Donnelly – Ass. BSS 
Christopher Rowell – Ass. BSS

	

	
	Skye – 

Roddy MacKinnon – Principal BSS
David Hancock  – Assistant BSS
	

	
	
	Nairn – 

Eddie Grant – Principal BSS



	
	
	Badenoch & Strathspey – 

John Dougherty – Principal BSS
Andrew Scott – BS Surveyor




Appendix 3 :  2008 Improvement plan Summary 
Leas-phàipear 3: Geàrr-chunntas plana leasachaidh 2008
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Appendix 4 : Short term improvement plan objectives
Leas-phàipear 4: Mion-amasan geàrr-ùine a’ phlana leasachaidh

	Business Plan Id
	2.1.1

	Objective
	To have a defined set of Building Standards protocols

	Improvement Project Charter Ref
	IPC Protocols

	Lead Officer Responsible
	Frank Doherty

	Resource Requirement
	Within service budget

	Key Performance Result
	Improved and consistent service

	Risk 


	Failure to communicate protocols to staff and monitor protocol effectiveness

	Enabling Actions


	Review Date

	1.0
	Continue to review existing protocols and improve where required. 
	Quarterly

	1.1
	Introduce new protocols when necessary and communicate to staff
	Ongoing

	1.2
	Monitor effectiveness of existing protocols
	Quarterly


	Business Plan Id
	2.1.2

	Objective
	To have a communications strategy

	Improvement Project Charter Ref
	IPC Comms Strategy

	Lead Officer responsible
	Frank Doherty/Glenn Campbell

	Resource requirement
	Within service budget

	Key Performance Result
	A set of communication channels and skills which support the delivery of improved customer service, stakeholder engagement and internal team performance

	Risk 


	Failure to implement strategy resulting in ineffective customer service

	Enabling actions


	Review Date

	2.0
	Communications questionnaires diagnosed and reviewed
	Quarterly

	2.1
	Skills training for staff
	6 Monthly

	2.2
	Investment in new communication technologies
	TBC


	Business Plan Id
	2.1.3

	Objective
	To have a customer service strategy

	Project Charter Ref
	IPC Customer Service Strategy

	Lead Officer responsible
	John Dougherty/Eddie Grant/Sheila Tomelty

	Resource requirement
	Within service budget

	Key Performance Result
	Improved customer service and satisfaction

	Risk 


	Failure to build in customer feedback to our work practices

	Enabling actions


	Review Date

	3.0
	Customer service questionnaires and focus groups
	Jan 09

	3.1
	Implement service “clinics”/workshops
	March 09

	3.2
	Monitoring of customer feedback
	Quarterly


	Business Plan Id
	2.1.4

	Objective
	To have a continuous improvement plan

	Project Charter Ref
	IPC Continuous Improvement Plan

	Lead Officer responsible
	Ian Patience/Angus MacGruer

	Resource requirement
	Potential budgetary implications

	Key Performance Result
	A service which develops and continues to improve 

	Risk 


	Stagnation and a poor customer service

	Enabling actions


	Review Date

	4.0
	Formation of a CI plan which is updated by responsible officers and adoption of CI approach
	Monthly

	4.1
	Regular progress meetings on CI tasks and improvement schemes
	6 Weekly

	4.2
	Introduce training schemes for staff
	Quarterly

	4.3 
	Communicating changes to staff through meetings, Sharepoint etc
	Ongoing

	4.4
	Customer focus groups and feedback analysis
	End Jan 09


Appendix 5: Continuous Improvement summary
Leas-phàipear 5: Geàrr-chunntas de Leasachadh Leantainneach
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Appendix 6: Risk Assessment

Leas-phàipear 6: Measadh Cunnairt

	Business Plan Id
	1.4.2, 2.1.1

	Service Risk
	Difficulty in recruiting and retaining Building Standards staff

	Risk Reference
	BS01

	Lead Officer
	Director/Head of Service

	Resource
	Within service budget

	Key Performance Result
	Building Standards staff more easily recruited and retained

	Risk Rating


	B2

	Enabling actions


	Review Date

	1.0
	Review recruitment trends amongst BS staff and consider opportunities for training and development of existing staff
	March 09

	1.1
	Consider “sweeteners” for new staff and graduate incomers, including bursaries work with Universities/Colleges etc.
	March 09

	1.2 
	Cross reference progress with leaving interviews
	Quarterly

	1.3
	Consider possible head hunting approach
	Annually


	Business Plan Id
	1.4.3

	Service Risk
	Loss of verification work to the private sector

	Risk Reference
	BS02

	Lead Officer
	Director/Head of Service/BSM

	Resource
	Within service budget

	Key Performance Result
	Verification role retained by Highland Council for HC area

	Risk Rating


	D1

	Enabling actions


	Review Date

	2.0
	Ensure a successful BSD audit of the BS service
	Quarterly

	2.1
	Provide a “value for money” service to maintain customer loyalty
	Monthly


	Business Plan Id
	Section 2

	Service Risk
	Poor customer service resulting from low staff morale

	Risk Reference
	BS03

	Lead Officer
	Head of Service/Building Standards Manager

	Resource
	Within service budget

	Key Performance Result
	Good staff morale leading to improved customer service

	Risk Rating


	D2

	Enabling actions


	Review Date

	3.0
	Develop staff training and competency levels
	Quarterly

	3.1
	Encourage staff involvement and engagement
	Annually

	3.2
	Have up to date and reviewed staff PDP’s
	Six monthly


	Business Plan Id
	2.1.2, 2.1.3

	Service Risk
	Failure to communicate effectively with customers

	Risk Reference
	BS04

	Lead Officer
	Director/Head of Service

	Resource
	Within service budget

	Key Performance Result
	Improved customer satisfaction and better BS profile

	Risk Rating


	D2

	Enabling actions


	Review Date

	4.0
	Encourage feedback in all communications, electronic and written
	6 monthly

	4.1
	Engage in customer focus groups and provide feedback on their responses
	6 monthly

	4.2
	Introduce BS “clinics/workshops” for external customers to improve profile
	6 monthly


	Business Plan Id
	Section 2

	Service Risk
	Implementing Out of Office/Lone Worker System

	Risk Reference
	BS05

	Lead Officer
	Business Support Manager

	Resource 
	Within budget

	Key Performance Result
	Lone workers always covered by the approved system

	Risk Rating
	C2

	Enabling actions


	Review Date

	5.0
	Review Lone Worker System with a view to drafting Service guidance for staff working alone and flexible hours
	Oct 08

	5.1
	Publish Service guidance to staff working flexible hours in corporate areas
	Dec 08

	5.2
	Establish monitoring of use and effectiveness of LWS
	Dec 08
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