
Annual Performance Review 2016/17 
 

Planning and Regulatory Services 
 

Key successes from previous years annual performance review 

1. Food Safety Enforcement. To provide the framework to improve the quality and effectiveness of our food control enforcement duties and 
prepare for forthcoming audits by Food Standard Scotland, the Food Control Improvement Plan 16/19 was formally approved. Good 
progress is being made in the delivery of this plan to achieve improvements which require to be made as a result of changes to statutory 
guidance and the impact of resourcing issues over the past 2 years. 

2. Strategic Review of Trading Standards. We have been actively involved in the strategic review of trading standards in Scotland and some 
progress has been made with the Improvement Service due to report to COSLA later this year proposing a regional grouping model. 
Notwithstanding this, Argyll and Bute Council have been engaged with 7 other authorities in the North of Scotland to consider the 
opportunities of collaborative partnership arrangements to deliver trading standards and good progress is being made. This will continue 
in 17/18 

3. Review of advice services. The review of advice services has been completed and has identified 11 recommendations which would make 
significant improvements to the delivery of advice services across Argyll and Bute. A strategy will be developed to take these forward 
working with other advice agencies. 

4. Enforcement Policy and Better Regulation. Work was completed to develop a Council Enforcement Policy which embedded the principles 
of the Scottish Governments Regulatory Strategic Code. This was formally approved by Council. 

5. Re-design of Planning Enforcement and Validation Service following budget reduction as part of service choices.  Successful pilot of 
Planning Officer led enforcement launched in Bute & Cowal, review of planning enforcement charter to be completed by Sept. 2017 

6. During 2016/17 the policy team has carried out a detailed analysis and site visit of every housing allocation (and many PDAs) within the 
current LDP to establish / verify its continued effectiveness and likely deliverability.  In addition the team has carried out a Call For Sites 
exercise looking for new potential housing sites to be included in LDP2 due in 2020.  The assessment that has been carried out will be 
used to inform decisions concerning which sites may be carried forward in to the next LDP and which may need to be de-allocated. The 
first stage of that process will be in the Main Issues Report due in autumn 2017.  

7. We have coordinated with Economic Development to produce the Argyll and Bute Single Investment Plan which has been approved by 
Council early 2017.   

8. Successfully transferred our own ‘in house e-bs system to the national e-bs system 

9. Retained our Building Standards Customer Service Excellence Award CSE) with an increased score 

10. Re appointed as verifier by the Scottish Government  for full 6 year period (one of only 17 authorities) 

Other successes 

 
1. Supporting the economy: Good regulation supports a sustainable and successful economy and compliant businesses. Intervention work 

relating to environmental health, animal health and welfare, trading standards and licensing standards continued with 100% of all high risk 
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premises being inspected. Other highlights include responding to the increasing demands for export certificates (1758 in 16/17) to support 
local businesses export worldwide, and our work in coordinating the event safety teams to deliver successful and safe events (e.g. 
ObanLive/Tiree Music Festival/FyneFest/Bute Festival, etc) 
 

2. Protecting consumers: Continuing to deliver Protecting Consumers Action Plan and highlights include responding to service requests 
from consumers across environmental health and trading standards; extending membership of our Buy With Confidence scheme, 
working with the police to target “scams”, submitting Tactical Tasking reports submitted to Trading Standards Scotland; and promoting 
“no-cold calling “ and all blockers to protect vulnerable clients. Age-related enforcement in terms of tobacco completed and met Scottish 
Government target. % of compliant premises (with suitable controls in place to prevent selling to under-age customers) increased to 92% 
from 83% in 2016 

3. Council Excellence Awards. Building on the successes of 2014 and 2015, in 2016, Regulatory Services won BRONZE in the category for 
Achieving Better Outcomes. This award reflected the effective multiagency work undertaken by the Detect and Disrupt subgroup relating 
to Serious and Organised Crime. As a result of this work, intelligence led targeted enforcement has been undertaken by a range of 
enforcement agencies working together to target serious and organised crime across Argyll and Bute and West Dunbartonshire. 

4. Successfully negotiated contract extension with Scottish Government and Food Standards Scotland for shellfish monitoring to the 31st 
March 2018. This allows us to continue to provide this work for the Food Standards Scotland, to support the shellfish sector, support 
enforcement action where appropriate to protect public health; and to retain 4.01 posts in the Council. The shellfish team also, met all the 
key performance measures in 2016/17 and ensured that sites where water quality levels were below standards, or where biotoxin levels in 
shellfish were present, that the sites were closed for harvesting. This protects public health through the risks of unfit shellfish entering the 
food chain for human consumption. 

5. Processing timescales for Planning Applications remains ahead of Scottish Average and the time taken to deal with Major Applications 
has significantly improved.  Our ‘Open for Business’ ethos is also underpinned by a 97% approval rate of applications. 

6. Positive feedback (no “red” markers and more green markers than previous) from the Scottish Government on Council’s submission of 
the Planning Performance Framework Annual Report. 

7. Secured £30,000 Scottish Government funding and helped deliver charrettes in Tiree, Crinan/Ardrishaig and Dunoon. 

8. Received a Council Excellence Award in October 2016 for the Sustainable Design Awards held in 2015/16. 

9. Initiate HMNB Clyde Strategic Delivery and Development Framework which now has an appointed Board and regularly meeting Senior 
Management Group. 

10. Worked in partnership to set up Clyde Regional Marine Planning Partnership which has met several times over 2016/17 and on which a 
Councillor is now a Board Member.  Work is ongoing to develop the first Clyde Regional Marine Plan which is a new statutory duty and a 
Main Issues Report is anticipated before the end of this financial year. 

11. Received grant funding from Scottish Government to develop a pilot self-build Simplified Planning Zone on two housing sites. 

12. Attained one of the best customer satisfaction rates from the national Building Standards customer satisfaction survey run by the Scottish 
Government 
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13.  Further extended our commercialisation activities; Successfully retained our private sector contract with Babcocks to provide the Building 
Standards verification service at Faslane and Coulport naval bases and undertook vetting services for the City of Edinburgh council 

14. Implementation and review of Building Standards Balanced Scorecard and Continuous Improvement Plan (CIP) which received positive 
feedback from Scottish Government Building Standards Division. 

 
Case Studies illustrating the positive contribution to our communities 
Supporting a sustainable economy/ protecting public health 
 

 We have protected the public health of visitors and employees within the tourism sector. These projects have included: 
o  advice on the use of hot coals in indoor environments – a new activity noted with the use of Scandinavian style ‘barbeque 

huts’ and provision of wood burning pizza ovens/charcoal grills in indoor settings;  
o improving the disinfection regime of hot tubs and spa pools to prevent legionella and skin related conditions 
o reviewing safety arrangements in private swimming pools. 

            These projects have resulted in a variety of enforcement actions – from advice through to prohibition notices.  
 

 National E.coli 0157 outbreak. The Council were involved in the outbreak as the child who died as a result of contracting E.coli 
100157 had visited premises in Argyll and Bute; and also in the national action to withdraw cheese manufactured by the company 
which is manufactured by Errington Cheeses Ltd. Officers have also been interviewed by Police Scotland in connection with a police 
investigation into the fatality associated with the E.coli 0157 outbreak. The Council responded well to these challenges to protect 
public health and supported the National Incident Management Team. We also allocated resources to review similar producers in our 
area who manufacture unpasteurised cheese to ensure that there arrangements are appropriate, although there are inherent risks 
from consuming any unpasteurised milk product. 
 

 

Protecting Consumers.  
 

 Age-related sales operations and sale of tobacco. The Trading Standards section undertook a series of test purchases of 
cigarettes using under-age volunteers at 11 premises across Argyll during the week 17-21st October. 2 were re-tests to premises that 
had previously failed and both passed. 2 of the others failed (no previous failures) and have been interviewed and given further 
advice, and have been given warning letters (7 others passed, and one additional targeted premise no longer sold tobacco. Further 
test purchases are planned, including re-tests at those premises which failed. This work indicates that cigarettes are still being sold to 
youths under the legal a despite appropriate advice available to businesses and demonstrates the need for businesses to be more 
vigilant. Trading standards will continue to target the sale of cigarettes and e-cigarettes in its 2017/18 work plan. 
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Safer communities.   
 

 In Argyll and Bute, the number of persons served by a private water supply is considerably higher than the national average. The 
risks of contracting illness through the consumption of untreated or poor quality drinking water is higher on a private supply and 
studies have indicated that they are 20 times more likely to become ill from consuming poor quality water than those on pubic water 
supplies, provided by Scottish Water. The Council continue to monitor and seek to supported users to improve their private water 
supplies through an improvement grant. An example of this work are: 

 

The Bridge of Orchy supply serves 18 properties and is a category A1 supply due to the presence of a hotel, community hall, 

bunkhouse and fire station. Microbiological water quality was variable with E. coli being detected on occasion. The rudimentary 

chlorination system was failing, resulting in the microbiological quality of the supply being unreliable, and the supply frequently ran 

out of water. With its prominent location on the route of the West Highland Way, the surface water supply posed a risk not only the 

local community but a large transient population. Attempts by the environmental health service informally to secure improvements 

were unsuccessful largely due to a lack of consensus within the community on what solutions were required, and their expectation 

that the Council or Scottish Water were responsible. After many meetings with the community ; with national and local politicians and 

Scottish Water,  the community acknowledged the need to improve the supply to protect their health and to support further 

economic development of the village (there was a planning policy restricting development until the water supply had been improved 

in term of capacity and quality), but could not collectively agree on responsibility to coordinate and the detail of improvements Given 

the potential risks to users of the supply, including residents and the large number of transient population ,he Councils’ environmental 

health service identified that the only means of securing improvement and protecting public health, was through the service of a 

formal Notice, under the Water (Scotland) Act 1980. This Notice was served on all relevant persons on the supply, including Argyll and 

Bute Council who owned a property on the supply requiring improvements to be made to the supply to ensure its quality met the EC 

Drinking Water Directive requirements. Financial support was offered and discussed widely with the community and included a 

number of different funding streams, including the private water supply grant scheme.  

The current situation is that the works have been completed, the water supply has been improved in terms of quantity and quality, and it is 

expected that the final grant will be paid shortly  

Development Investment and Certainty through Masterplans 
 
Dunbeg Masterplan – Masterplan approved by PPSL in April 2017 becoming a significant material consideration in the determination of 
subsequent planning applications. Masterplan developed as part of the “Lorn Arc” proposals provides a framework for the delivery of up to 
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605 dwellings and mixed commercial and business development and essential infrastructure improvements on land between Ganavan and 
Dunbeg.  
 
Development of the Masterplan to the stage where it has obtained Council endorsement and has become a significant material planning 

consideration is the result of the setting up of a delivery framework involving the applicants, local councillors and external agencies to drive the 

project forward in a collaborative manner in accordance with agreed strategy objectives. Local members and a wide range of internal and 

external stakeholders sit on strategic and operational boards which have been set up to assist delivery of this development. These boards 

meet on a regular basis to provide both strategic overview and the opportunity for detailed discussions. This has enabled constructive 

engagement between all parties in moving the masterplan forward and should ensure a similarly collaborative approach to envisaged future 

planning applications. 

In addition, the partnership has engaged with Scottish Government and HIE with a view to potentially joint funding the up-front infrastructure 

which will be the key to unlocking this strategic development. 

Inveraray Masterplan – Masterplan developed by Argyll Estates to provide a framework for delivery of up to 150 dwellings and mixed use 

commercial development, approved April 2017. Collaborative process involving landowner, Council Officers (DM, DP, Roads, Amenity 

Services) HES, Transport Scotland, A+DS.  

 

The Council’s Local Development Plan has recognised the aspirations of Argyll Estates to release land for the purposes of development by 

identifying a mixed use allocation of almost 9 hectares, for housing, business, tourism and community uses. In order to ensure that this 

progresses in a co-ordinated manner with due regard to the historic qualities of the town, the LDP has introduced a Masterplan requirement 

in order to establish a development framework and design parameters, in order to create a place which respects the setting of the planned 

town and Designed Landscape, and which seeks to create quality development which will contribute to Inveraray’s unique character. 

The masterplanning process has proceeded in two phases, initially by means of a Framework Document which established key principles 

and design aspirations, and latterly by a more detailed Masterplan Report addressing the likely balance of uses, layout, materials, phasing 

and so on. The production of the masterplan report has been via a collaborative process instigated by the Council, involving the estate owner 

and their agents, Historic Environment Scotland, Transport Scotland, Architecture + Design Scotland and other consultation bodies. The 

process has also involved consultation with local people, businesses and the Inveraray Community Council. A series of workshop sessions 

have been held throughout this process at which advantage has been taken  of the design and placemaking skills of A + DS, within the 

constraints imposed by historic environment, access and infrastructure considerations. The purpose of this Masterplan has been to enable 

change to be managed in a manner which ensures that avoidable impacts are minimised and enhancements are provided at the appropriate 
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time during the phasing of development. It facilitates a supply of development land over the long term, enabling the town to accommodate 

the new homes, jobs and the services which it requires. 

The plan provides for a range of commercial uses focussed on the main car park in the town plus up to 180 dwellings, community uses and 

open space. The layout accords with principles advocated in ‘Designing Streets’ and seeks to utilise townscape as a means of creating a 

sense of place, rather than allowing vehicular access to determine built form. It identifies key frontages, gateways, views and focal points in 

order to highlight those sensitive locations where value may be added as detailed proposals for individual phases emerge. By establishing 

individual character areas, parameters for height and density, and building design guidance, prospective future developers will be well 

equipped at an initial stage to comprehend what is expected of them and how their development should integrate within the overall vision for 

the Masterplan area.   

The masterplan has been developed over the last four years and will take some considerable time to complete, possibly requiring 15 – 20 

years. The process has however recognised that it is important that it should not be an impediment to development which is already capable 

of implementation and which does not prejudice the aims of the Masterplan. To that end, 12 affordable homes and a small supermarket have 

already been permitted and completed, and a further phase of affordable housing is under consideration. These are enabling the delivery of 

some access and other infrastructure improvements, which will in turn improve prospects for the development of the remainder of the 

Masterplan area.     

Supporting Economic Development by Fast Tracking Economically Important Applications 
 
The Development Management team have supported economic growth by identifying and prioritising determination of applications which are 
considered to be economically important.  
 
The aquaculture sector is one of importance to Argyll bringing direct and indirect employment into rural locations as well as making an important 
contribution to the national economy. The Council is keen not only to facilitate the expansion of marine fish farms where this is appropriate but 
also to secure associated onshore development, such as hatcheries and processing plants, in order to be able to maximise the economic 
benefits able to be accrued locally from the production of farmed fish.  
To that end, the Council has actively supported a project promoted by Scottish Sea Farms Ltd by providing a ‘fast track’ service for processing 
of their application for the construction of a large scale hatchery development at Barcaldine on Loch Crearan. This process involved pre-
application consultation with the company and their environmental consultants and architects, discussion with consultees, Major Application 
consultation via the PAC process, EIA screening and consideration of the resultant planning application, which involved modifications to the 
draft proposal having regard to comments received during this initial process. EIA screening was completed in 14 days and further to proactive 
engagement with consultees the Major Application was granted within 10 weeks (inclusive of Christmas/New Year holidays).   
The Head of Planning at NORR Consultants Ltd commented on behalf of Scottish Sea Farms at the conclusion of the planning process as 
follows: 
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“Argyll and Bute Council provided clear and concise advice during pre-application discussion, which enabled the design team to submit an 
application with all of the necessary information. The application phase was managed effectively to ensure all necessary consultees provided 
responses timeously. During the process any requests for clarification or further information were issued quickly and the planning officer was 
available and willing to discuss these issues. The application was determined within the statutory time period providing great assistance to 
the delivery a major development.”   
Focus On Deliverability And Certainty 
Argyll and Bute Council seeks to use a strong evidence base in the preparation of Local Development Plan 2 (LDP2). This is to ensure that the 
resultant plan is robust, credible, deliverable and supports both the settlement strategy and Community Plan objectives. One element of this 
evidence base is the Call for Sites, which was conducted between June and December 2016. The process was aimed at working collaboratively 
with developers to identify potential sites to meet the various land allocation requirements in the plan period.  
https://www.argyll-bute.gov.uk/call-sites 

The Call for Sites was widely publicised through a variety of means including emails, presentations, as well as the Council’s website and social 
media. The process required site promotors to submit a range of information, including factors drawn from the Draft Planning Delivery Advice: 
Housing and Infrastructure, and was aimed at demonstrating that the sites being submitted were deliverable and that elements such as 
infrastructure had been considered. The Call for Sites guidance provided thorough guidance that included helpful resources and contacts for 
site promotors to assist them in assembling the required information. 
https://www.argyll-bute.gov.uk/call-sites-guidance 

https://www.argyll-bute.gov.uk/forms/call-sites 

By using an online submission form the Development Policy team were able to import the responses into their own bespoke back office 
database making the assessment process quicker and more efficient. It also allowed for a variety of forms and reports to be created to display 
the information for a range of users. All of the sites have been digitised into the GIS system allowing for spatial cross referencing against a 
range of existing data such as flood risk zones and European designations. The information submitted by the site promotors has been ‘joined’ 
to the GIS data to create a powerful mapping system for internal officers to view the sites online alongside the corresponding submission 
information. 
 
The submissions have been sent to the key agencies for comment and the back office database has been expanded to record these comments 
as well as SEA information in a single resource. 
 
Development policy officers have been conducting site visits to the sites with additional input from Development Management and Roads 
officers. The same site assessment process as used in the previous year during review of the existing allocations has been utilised for the Call 
for Sites allowing for both spatial qualities and deliverability factors to be assessed. 
 
By drawing together the information from site promotors, responses from key agencies and internal consultees as well as officer site visits 
and assessments into our back office systems the development policy officers will have efficient and powerful resources for the final 

https://www.argyll-bute.gov.uk/call-sites
https://www.argyll-bute.gov.uk/call-sites-guidance
https://www.argyll-bute.gov.uk/forms/call-sites
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assessment of the sites. Deliverability has been a key theme running through the Call for Sites process recognising the need to consider 
important infrastructure factors in the promotion and assessment of sites. The overall Call for Sites evidence will allow the inclusion in the 
Main Issues Report of preferred sites that are robust, credible and deliverable but at the same time being shown to support both the 
settlement strategy and Community Plan objectives. 
 

MoD Strategic Development Framework 

2016 saw the UK Government commit to significant investment in HMNB Clyde in order to develop it, between 2018 and 2032, as the UK’s 

single submarine base.   This will involve the relocation of 1400 military personnel to HMNB Clyde bringing the compliment of military staff to 

4,800 by 2020 and an associated increase in civilian support and construction staff.   

At the same time during 2016, extensive discussions have occurred between the Royal Navy, MoD, Argyll and Bute Council, Scottish 

Enterprise and other Community Planning Partners in order to establish strong and meaningful lines of communication between all parties 

going forward, such that collective planning and management of the changes to come can be delivered to best effect.  

In Feb 2017, the Secretary of State for Scotland (endorsed by SofS Defence) along with the Naval Base Commander and the CEO of Argyll 

& Bute Council signed the Strategic Delivery and Development Framework (SDDF), a joint agreement authorising direct working-level 

cooperation across the two branches of Government and also OGD, Third Sector and the Private Sector.  The SDDF agreed a simple 

mission statement to:  “Provide the framework for an enduring and mutually supportive relationship between HM Naval Base Clyde and 

Argyll and Bute Community Planning Partnership to achieve maximum benefit for the Base and the wider community of Argyll and Bute.”  

A board meeting at senior level will be held twice a year, and subsidiary senior management team meetings will also be held twice a year 

prior to the board meetings.  A number of work-streams have already flowed from this including accommodation & housing, economic 

development, infrastructure & transport, education, an economic forum with local business users, and joint working on the delivery of a new 

swimming pool complex in Helensburgh.  

This approach has been noted as a model for cooperation between MOD establishments and Local Government and is being explored in 

other locations throughout the UK. 

Amongst early output from this and following extensive and productive pre-application discussions the planning service is currently processing 

a planning application for a submarine training facility which will train submarine crew members and personnel in the appropriate emergency 

procedures for escape, rescue, abandonment and survival. 

Further extended our commercialisation activities 
Under the Building (Scotland) Act 2003 any building work carried out in armed forces bases is classed as being ‘behind the wire’ and exempt 

from BW requirements but never the less the work has to comply with the standards within the Act. 
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As a result the verifier service for these works has been traditionally the remit of the private sector. 

After an extensive tendering process in 2015 Babcocks awarded the contract to Argyll & Bute Building Standards confirming that our 

Customer Service Excellence Award status (CSE) was a contributory factor. 

This contract has been further extended 

Argyll & Bute Building Standards are therefore the only Building Standards service in the country with a private sector contract. 

We have also been approached by several councils, including the City of Edinburgh Council, which have staffing issues about assisting them 

with their verifier services. As a result of this we processed some 200 applications for Edinburgh in the last quarter of 2016/17. 

This commercialisation provided  £100k in additional income for us 

By operating as a ‘virtual’ team moving applications around the various area offices we are able to take on this additional work without it 

affecting our own regular customers  

 

 

Key challenges Key improvement actions to address challenges 

Key improvements from previous year’s APR not completed Actions to redress previous year’s incomplete improvements 
1. Rural Authority working Group (Highland Council, Loch 

Lomond and Trossachs NP and Aberdeenshire) progressing 
Technical Guidance on ‘occupancy restrictions’ and ‘rural 
exceptional circumstances’.  First meeting of group September 
2015. 

Rural Authority benchmarking group to progress Technical Guidance 
on ‘occupancy restrictions’ and ‘rural exceptional circumstances’.  To 
be complete by March 2018 

2. Production of guidance on agricultural and forestry tracks. 
 New guidance to be prepared by Development Manager. To be 
complete by October 2017 

3. The development of a protocol and process for involving 
Members in providing early key advice for major development 
planning applications 

New protocol to be prepared by Development Manager. To be 
complete by September 2017 

4. Review of Planning Enforcement Charter Review existing Charter. To be complete by September 2017   

5. Planning Services to complete regulatory framework for 
dealing with advertising and related enforcement strategy by 
autumn 2016 and report to PPSL.   

A draft has been presented to PPSL last year, consultation was 
carried out but it was deemed necessary to carry out a second round 
of consultation, currently underway, to improve engagement.  A 
finalised report will be presented to September PPSL. 
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6. Newly appointed Conservation / Design Officer to deliver 2 
conservation area appraisals. 

Set out detailed plan and project management to deliver two 
conservation area appraisals. 

Other  

1. External Scrutiny and audits.       
1. Prepare for the forthcoming audit by Food Standards Scotland of 
our food enforcement services which will take place in August 2017. 
2. Continue to deliver the Food Control Improvement Plan 2016/19 

2. Strategic Review of Trading Standards. 

1. To continue to participate in the national discussions regarding 
the review and design of future services 
2. To progress arrangements for the development of a North of 
Scotland Trading Standards Alliance, and consider implications for  
Argyll and Bute 

3. Develop a strategy to take forward the review of advice 
services with other partners 

1. Establish Council view on how to take forward the review 
2. Develop a strategy through the Welfare Reform Group, including 
the arrangements for core funding of advice agencies. 

4. Corporate/strategic challenges relating to the Scottish 
Regulatory Code of Practice and Event safety 
 

Prepare and deliver, as part of a working group, the Councils Event 
Safety arrangements. 

5. Prepare a technical note on replacement windows. 
New guidance to be prepared by Development Manager. To be 
complete by September 2017 

6. Deliver chargeable pre-application service in line with savings 
agreed as part of service choices. 

Introduction of chargeable pre-application service in August 2017. 

7. Improve planning application timescales at consideration stage 
Conclusion of DM BPR project to review and improve existing 
processes to deliver improved effectiveness and efficiencies in 
service delivery of DM. To be complete by March 2018. 

8. To continue to demonstrate that customer care is embedded in 
our service delivery arrangements. 

Planning and regulatory services attainment of Customer Services 
Excellence accreditation. 

9. Increasing utilisation of digital opportunities to improve 
efficiency and effectiveness of service delivery 

Carry out Main Issue Report consultation using online Storey Board 
GIS tool. 

10. Maintaining an up to date method of assessing the cumulative 
impact of windfarm applications 

Complete in partnership with Scottish Natural Heritage a further 
review and update of cumulative windfarm impact and capacity. 

11. Exploring new ways to facilitate delivery of new small scale 
and self-build housing development 

Work with Scottish Government to deliver two pilot Simplified 
Planning Zones. 

12. The improvement agenda for Building Standards nationally as 
agreed between Local Authority Building Standards Surveyors 
(LABSS) and the Building Standards Division of the Scottish 

Continue to utilise our Balanced Scorecard as our business plan. 
Convene Balanced Scorecard team to discuss and monitor progress 
with current scorecard. Submit all returns as required to the BSD 
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Government (BSD) which has resulted in the introduction of 
nine KPO’s which have to be reported on quarterly and 
annually 

timeously. Continue to attend LABSS Management meetings. 
Continue to attend BSD consultation meetings 

13. Fee income stagnation due to the economic downturn 
continuing 

Continue to monitor income and expenditure closely. Investigate 
further income generation streams such as the securing of the 
verification work for Babcocks International Ltd and further extend 
our commercialisation by assisting other LAs such as Edinburgh and 
Moray which have staffing problems 
 

     14. Demonstrate that customer care is embedded within our 
service delivery 

 Continue to retain and improve upon our Customer Service 
Excellence (CSE) award. Continue to issue newsletters to our 
regular users (latest edition issued in June)). Continue to improve 
the customer experience by implementing initiatives such as e-
building standards. Hold annual area based User Forums. Arrange a 
further meeting of CSE benchmarking group 

  

 

Consultation and Engagement 

We asked (focus of consultation) You said (customer response) We did (improvement actions) 
5 customer surveys were undertaken across 
the specific areas of debt counselling, 
licensing standards, private landlord 
registration, trading standards programmed 
Inspections, trading standards service 
requests, environmental health programmed 
inspections and environmental health service 
requests. 

The overall response rate was 20% and the 
general findings were: 
100% felt that our advice had helped them 
with regards to their health (feeling less 
stressed) and 100% felt that they are now 
able to manage the payment of their bills 
(Debt counselling) 
 94% of customers overall were very satisfied 
with the overall service they received. 
 

We improved the document management 

and recording arrangements in licensing 

standards in light of negative feedback 

WE have amended our questionnaires to 

ensure that comments relate to the services 

we provide, rather than those of other 

agencies 

We are reviewing our systems against the 

Customer Excellence Awards criteria with the 

aim of submitting an application.  

 

 

Community engagement undertaken with 
Connel Community Council following 

Positive reaction from Connel Community 
Council and public who appreciated DM team 

HoS, DM Manager and OLI DM team 

attended a meeting of the community council. 
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concerns raised in relation to contentious 
planning decisions. 

taking time to attend and providing an open 
forum for discussion. 

Provided commentary on matters raised and 

presented an improvement plan, provided a 

presentation on the planning system and 

expectations for engagement, and held a 

public Q&A session. 

LDP Supplementary Guidance was on public 
consultation for six weeks in November / 
December. 

Comments were made by a wide range of 
public and private sector agencies on a 
variety of planning policies. 

Amendments to policies were made, 

subsequently approved by Full Council and 

Scottish Government and now adopted for 

use in the planning application process. 

LDP Call for Sites was held June to 
December 2016. 

Approximately 80 sites were proposed for 
inclusion within the next Local Development 
Plan. 

We have begun assessing the sites suitability 

and consulting with key agencies and will 

make initial decisions in the Main Issues 

Report before the end of 2017. 

LDP Call for Ideas and Place Standard Tool 
held March to May 2017. 

Over 400 submissions were made utilising 
the online Place Standard Tool. 

Analysis of these is ongoing and will result in 

a report by community planning, production 

of spider diagrams, and will feed into the 

Main Issues Report for the next LDP. 

Advertisement Strategy was made available 
for public consultation online and a targeted 
business community was contacted. 

A limited response was made. A second round of consultation is underway 

to improve the level of engagement. 

Biodiversity Toolkit & Technical Working 
Note was consulted online with the public 
and key agencies for six weeks. 

Comments were made by a wide range of 
public and private sector agencies on a 
variety of planning policies. 

Amendments to policies were made, 

subsequently approved by PPSL and it is 

now adopted for use in the planning 

application process. 

   

Through our various forms of customer and 
staff engagement: user forums, 
questionnaires both paper and electronic, 
newsletters and one to one meetings service 
improvements have been identified and 
these are logged in our Building Standards 

Comments are regularly made by a wide 
range of public and private sector agencies 
and staff on a wide variety of Building 
Standards issues. 

Amendments to policies and procedures are 
made and additional services are provided if 
possible to ensure our service remains 
customer focused. All service improvements 
are logged on our service improvement log 
which can be viewed on our webpages 
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Service Improvement Log which is published 
and regularly updated on our webpages 

 
 
Angus Gilmour, Head of Planning and Regulatory Services 
01 August 2017 
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