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SECTION 1: BACKGROUND AND CONTEXT
EARRANN 1: CÙL-FHIOSRACHADH IS CO-THEACSA
1.1 Background
Cùl-fhiosrachadh
The administration of the Highland Council has been reviewed and the Highland Single Outcome Agreement 2009-11 has been implemented under the following 5 headings: -

· Sustainable Highland communities

· Safeguarding our environment

· A competitive, sustainable and adaptable Highland economy

· A healthier Highlands

· Better opportunities for all/ A fairer Highland

1.2 The Service
An t-Seirbheis
Changes to the Building Standards operational areas have resulted in the requirement to balance workloads in the Caithness, Sutherland and Easter Ross areas due to boundary changes and within the Inverness, Nairn and Badenoch & Strathspey areas due to the public access facility of the Nairn office being relocated to the Service Point. 
Regular management and core team meetings highlight operational and workload demands and ensure an even distribution of workload across the Council areas. This has been carried out whilst still maintaining improvements generally in terms of meeting our commitments to Key Performance Indicators (KPIs) and also maintaining well motivated Building Standards teams.

1.3 
Market and Service demand
  
Iarrtas Margaidh is Seirbheis
1.3.1 
Market dynamics/trends

Daineamaigs/gluasadan margaidh
· In the period from 1st January to 1st June 2009, there has been a drop in the Building Warrant application numbers of approximately 300 compared to the same period last year.
· Building Warrant fee income from 1st January to 1st June 2009 has dropped £219,000 compared to the same period last year. 
· The total cost of building warrantable work has dropped in the region of £6m across the same period.
· Fee income equates to approximately 0.75% of the cost of warrantable work. This is due to the average cost of works per BW application dropping, from £94,655 in 07/08 to £70,924 in 08/09.
· The prediction in the Business Plan that there would be a dip in construction works across the Highlands in line with the rest of the Country has proven correct with regard to major domestic applications and minor business applications and also with regard to speculative developments both commercial and domestic over the first 6 months of the year.

· An increase in the investment in affordable housing has also proven to be the case partly because this sector of housing has remained buoyant.  Feedback from construction professionals continues to project a confidence in future works however current contracts are very keenly priced.

1.3.2 
Service Demand 

Iarrtas Seirbheis
The Building Standards Management Team have continued to meet regularly (at 6 weekly intervals) to review staffing, workloads, performance, customer service, continuous improvement, protocol development and to discuss support for small business initiatives and inward investment.  Proposed changes to Building Legislation and the Technical Handbooks are also discussed.  Further to this a fortnightly meeting of the Building Standards core team, comprising the Building Standards Manager and 3 Building Standards Team Leaders, has also continued and performance management is the basis of these meetings.  The regular core team and management team meetings have resulted in marked improvements in general KPI performance across the board.  With the continual review of Building Standards staff workloads there should be no reason why further improvement should not continue.  This auditing process ensures consistency of interpretation and ensures all protocols are adhered to including the requirement for time recording of all verifiable work.  Weekly team meetings within the larger area offices are also now being held with a view to performance management, protocol adherence and general Building Standards interpretation.  A staff member from the admin/clerical team is also invited to attend these meeting to participate in creating improvements.

1.3.3 
Sources of Competition

Tobraichean Farpais
The risk to Highland Council’s verification role remains. It is felt that by holding regular focus group meetings with our regular customers that we have improved on our customer loyalty arrangements.  In general, feedback from customer focus groups is positive and beneficial to the Service in establishing our customer needs and is at the heart of formulating our Customer Service Strategy.  Customer complaints have reduced considerably. 
1.4 
Management Structure

Structar Stiùiridh
The recent Highland Council Job Evaluation outcomes have proven disappointing for the Building Standards Service in general.  Re-designation of our Senior Building Standards Surveyors and the downgrading of the Building Standards Inspectors roles has resulted in a negative outcome for these posts and for the Service. A proposal for consolidating the Building Standards structure has been submitted to the Head of Service and discussions are ongoing.   Staff motivation has remained positive in spite of the set backs and vacancies in certain posts have resulted in acting up arrangements for some of the more experienced Building Standards staff.

1.4.1 
Role Summaries

Geàrr-chunntas Dhreuchdan
The role summaries specified in general remain as indicated in the Business Plan, however, the loss of the Senior Building Standards Surveyor designation has proven problematic for our scheme of delegation, particularly in the offices which have staffing pressures. Temporary acting up arrangements have in the short term minimised the effect of this diminution of the role.  

It has been intimated following the outcome from the Council’s Job Evaluation exercise that the proposed career grade structure arrangements have still to be finalised with regard to the new salary scale arrangements and further negotiations are required in this regard.

1.5 
Performance Measurement

Tomhas Coileanaidh
1.5.1 
Key Performance Indicators (KPI’s)

Prìomh Chomharran Coileanaidh (PCC)
Key Performance Indicators focusing primarily on customer service performances and staff development have been rigidly implemented and have been the focus of more senior management in the past 6 months.  As a result of this, the attached graphs clearly indicate an improvement across all our KPI measured areas, particularly KPI 1, KPI 2, KPI 3 (external indicators), It should be noted that systems for measuring all existing KPI’s have now been developed and are accessible by Building Standards Surveyors on Sharepoint. Further KPI’s are being considered as part of our continuous improvement strategy.
1.5.2 
Balanced Scorecard

Cairt-sgòir Chothromaichte
This Business Plan review has been produced to accompany the Highland Council’s Balanced Scorecard submission including the up to date Building Standards Service Improvement Plan for 2009/10. It is evident that we are aligning these documents and that improvements within the Service are being achieved. We are confident that we are on course to meet our 3 year vision.
SECTION 2 – PROPOSALS AND OBJECTIVES
EARRANN 2 – MOLAIDHEAN IS MION-AMASAN
The Service is now 8 months into the improvement vision prepared by Senior Management.  Some major achievements have been made.

2.1 
Short term vision 

Lèirsinn gheàrr-ùine

As stated in the Business Plan, the Service had committed to carry out certain tasks by March 2009 and the following list confirms that the targets set have been achieved.

· Performance indicators continue to improve

· Improved and more consistent standards of service have been achieved through listening to our customers at focus groups and by more formal, rigid and regular monitoring through our audit process and through regular core team, principal surveyor and area office team meetings.

· In general feedback at focus groups from customers indicated a higher level of customer satisfaction with resultant growth in confidence as part of our continuous improvement process. Further questionnaires will be sent out to establish views on the changes implemented as a result of the publishing of the Customer Service Strategy.

· The follow up audits carried out in August 2008 and January 2009 satisfied the BSD that the proposed improvements and action plans submitted at that time were sufficient to earn favourable responses.

· Continuous improvement was demonstrated to the auditors of the BSD at the time of the audit in January 2009 and it was demonstrated that continuous improvement methods are inherent within our revised work practices.

· Feedback from external stakeholders has proven more positive and further consultation with our internal stakeholders i.e. services such as Licensing and HIFRS etc have continued to develop. We are currently in the process of implementing Partnership Agreements with some of our stakeholders.
· The Building Standards team is without doubt a more united group with clear understanding of the service direction and vision. Full team meetings were held at the beginning of 2009 and the regular Area Office meetings reinforce the vision of the Service.

· All Building Standards staff have had a formal personal development plan review and a training plan is being developed.  There is a requirement for all Building Standards staff to achieve a minimum of 20 hours training per annum.  All training hours are logged on our Sharepoint system.  Further education training is in place for the less experienced members of staff in addition to weekly in house technical and procedural training sessions. This is in line with our “grow our own” policy. Workloads of all Building Standards staff are discussed in the larger area offices at the weekly meetings and Team Leaders are in continual contact with Principal Building Standards Surveyors in the smaller area offices to discuss and manage workloads.

The downturn in Building Standards applications has meant that the use of external consultants to assist in dealing with day-to day workloads has diminished. However, the future use of external consultants remains part of our plan when circumstances dictate. External coaching for the Building Standards management team has also been an issue in view of budgetary restraints imposed on the Highland Council.

The Services focus on the balanced scorecard has continued and our commitment to the five perspectives within our short term vision have been met although facilitation by our external consultants has proved problematic in view of budgetary constraints as mentioned previously.

With regard to the finance perspective the service has developed a verification time recording system and a robust financial system which is helping us identify the cost to serve the customer.  More regular meetings with our Business Support Manager has led to a greater understanding of Building Standards costs and allowed the management team to delve more deeply into the financial aspects of the Service.
2.2 Medium term vision (phase 2)
Lèirsinn mheadhan-ùine (ceum 2)
As stated in the Business Plan, the Service committed to focusing on delivering and improving on the 5 balanced scorecard perspectives.  The Service is in the main on course to fulfilling its commitments however, the following remain a challenge to the service.

2.2.2 
Our People (Internal Business)

Ar Daoine (Gnothachas Air An Taobh A-staigh)
· The employment of external consultants was necessary to raise our management and leadership competency through sustained development and coaching has proven difficult in view of budgetary restraints placed on Highland Council and the drop in fee income.
· We have not as yet engaged in active school leaver recruitment in order to progress with our “grow our own” initiative.
· The succession career planning and restructuring arrangements have received a setback in view of recent job evaluation outcomes.
· The requirement to continue employing private sector BS consultants has largely been negated by the downturn in work. However, we have in place a management team which ensures best value for customers by carrying out competency based casework checks on the work allocated to these consultants in line with the 5% checks we do for our BS surveyors.
2.2.3 
The Customer (Private Customer)

An Neach-ceannach (Neach-ceannach Prìobhaideach)
· We are developing a range of professional services to meet our customer needs by way of proposed service level and partnership agreement arrangements.

2.2.4 Continuous Improvement
Leasachadh Leantainneach
· We have met the projected continuous improvement objectives to date. 

· Further reviews of KPI’s and our methods of producing suitable KPI outcomes for customers and stakeholders are under development.

2.2.5 Finance 
Ionmhas
· We are regularly monitoring the verification time recording system and financial recording system and through this are able to identify the cost to serve the customer.

· The Senior Management team are developing an awareness of effective budget management through regular meetings with the Business Support Manager.

2.3 Long Term Vision (phase 3)
Lèirsinn Fhad-ùine (ceum 3)
Despite the challenges placed on the Service over the last 8 months, we are confident that we are still on course to meet all the objectives stated in the 5 perspectives for our 2011 vision.  We have engaged in a self-assessment programme for customer service excellence which will allow us to progress into a qualification in this field.  The Highland Council now sits on the northern liaison benchmarking group and this has and will prove invaluable for the Service in the years up to 2011.

SECTION 3: RISK ASSESSMENT
EARRANN 3: MEASADH CUNNAIRT
Our performance over the past 8 months has allowed us to mitigate the risks identified to date.  Staff development continues, however, staff recruitment and retention remains problematic.  

Staff morale, despite job evaluation outcomes, continues to remain positive.  The core team and management team try to encourage staff involvement and engagement in a range of BS activities, including the Balanced Scorecard; performance, customer care and protocol reviews as a means of maintaining staff morale.


Customer Service Focus groups have been held and the feedback from these groups has resulted in the creation and publishing of a Customer Service Strategy.

Work on the lone worker scheme remains to be completed.
SECTION 4: RESOURCES / BUDGETS / FINANCES
EARRANN 4: GOIREASAN / BUIDSEATAN / IONMHASAN
· The longer term objectives for the Service require additional spend in certain areas.  In the short to medium term, additional expenditure on external consultancies, recruitment of staff and external contractor support for building warrant workloads are unlikely due to budgetary pressures although they will remain within our vision should workloads and demands change.  Recruitment of qualified staff is perhaps slightly less problematic at present in view perhaps of the availability of qualified surveyors from the Private Sector.

· The Council and Service remain committed to home and mobile working.  This is one of the 9 themes under the corporate improvement programme (CIP).  Improvements in IT support technologies are constantly being pushed for by the Service and some progress has been made in implementing a Building Standards Uniform Users Group to deal specifically with Building Standards related issues.  The electronic Building Standards Register remains problematic at present due to budgetary pressures but a possible alternative solution is presently being investigated and a budget pressure bid is being put forward for 2010/2011.
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% of BS apps where 1st response issued within 10 working days of recepit of completion certificate - Highland
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% of BS apps where warrant issued within 6 working days of receipt of competent plans -
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% of BS apps where letter sent within 3 working days of surveyor's plan check - Highland
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% of BS apps where warrant issued within 3 working days of surveyor's decision - Highland
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% of BS apps where completion decision issued within 3 working days of surveyor's decision - Highland
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